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Preface 
Preface 
The Retail industry in India is evolving and undergoing through a major transformation. 
Due to the changes in the economic conditions many international players are entering in 
the Indian market. India's retail sector enjoys many enabling condition like demographics 
features and rising consumer incomes that have changed the customer buying behaviour. 
Retailing involves understanding the needs of the consumer, maintaining the good range 
of merchandise, and displaying the products in an effective manner thus making find it 
easier and attractive for the consumer to buy. Retail sector as the industry is usually 
dependent on its employees as they are the one who finally sold their quality products to 
the customers. In service sector it is the human resource that gives support to the industry 
success. Earlier these HR factors were largely ignored. But from the past few years due to 
highly competitive environment every industry has understood the significance of their 
employees and is trying their best to retain their workers. The present study has been 
carried out to analyze the effects it causes when employee who are working in retail 
sector intents to quit their job. Through this study an attempt has been made to 
understand the various factors that cause dissatisfaction among employees which gave 
rise to the feeling of intention to quit. Retailing is a dynamic marketing activity that has 
evolved from time to time to deal with competition, changing consumer demand and 
other environmental factors. 
This thesis has been divided into eight chapters. The first chapter introduces the study of 
the retail sector and gives brief description about rationale of the study. The second 
chapter gives depiction about the retail industry as a concept. The third chapter discusses 
the detailed literature review from the various studies carried out in the past by various 
Indian and international authors in context of the study. Chapter four discusses about the 
research problem with purpose statement and framed hypothesis. The given chapter also 
discuss about the dependent and independent variables. The fifth chapter discusses about 
the research procedure in this chapter, the research design and the procedures for 
conducting a study have been described. It defines the instrument design and 
development, pilot testing, sampling, data collection and data analysis procedure. The 
sixth chapter deals with the analysis of data collected for the study these data are 
analyzed by using multiple regressions which shows correlation and regression that are 
later shown in the given table. These tables show the interpretation of various dependent 
and independent variable. The seventh chapters discuss the given results with the framed 
hypothesis and on that basis of the analysis the given hypothesis are rejected or fail to 
reject. The eight chapters describe the conclusions of the study where the overall work 
has been discussed with limitations and scope for future study. 
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Introduction 
CHAPTERI 
Introduction 
This chapter gives an introduction about the retail industry and also discusses about the 
problem the sector is facing regarding employees quitting intentions. It also talks about 
the need for research in this area and benefits from the study. At last the chapter depicts 
research objectives. 
One of the notable outcomes of globalization and liberalization has been the opening up 
of economies of all the countries around the world. the post globalization era has seen 
the integration of domestic economics with that of the global economy. This 
amalgamation has not only brought a tremendous change but also made a significant 
impact on the economic sectors of all the nations. In Oder to improve their economy and 
increase their GDP many nations have started opening up permitted sectors of their 
economy which are meant not only for their national troupe but also for the foreign 
nationals. In other words, globalization and liberalization has led to the emergence of a 
single global market. During the mid-1990s several governments started deregulation and 
removed the tariff barriers which opened the door for retail market globally. 
The appearance of modern retail in developing countries took place in three phases-
(Reardon and Hopkins, 2006; Reardon and Berdegue 2007), Mid-I 990s, late 1990s. late 
and early 2000s, Retail in some form had been in existence for decades but it was the era 
of nineties which saw the emergence of supermarkets and grocery stores both in Europe 
and North America. Grocery store is a self- service store offering a wide variety of food 
and household merchandise that are organised into departments. The success of 
supermarkets and grocery stores gave rise to a more advanced hypermarkets and 
multinational stores. The global retail industry saw a rise of Wal-Mart, the then top 
retailer in the world which still continues to hold that distinction. The retail industry has 
come a long way from a small store to an industry. Now it is more organized. With the 
change in the global economy and shifting of Consumer requirement, retail sector 
nowadays works with ad%anced technology. It takes its customer preferences into 
consideration and makes changes accordingly. Retailing in the new era stands as a 
business sector which provides interest in the shopping experience with their high-quality 
products. 
Retailing in India is in the emerging phase. With the rise of international players and a 
change in the expenditure pattern of the customers, retailing is gaining ground. Retailing 
activity mainly involves the buying of products from the wholesaler and selling them 
directly to the final consumers. Thus the success of this industry largely depends on its 
customers and employees. This sector intends to provide good quality products and 
services to increase their customer base. In retail industry, employees are internal 
customers who work together to attain a required sales target. They are the one who act 
as pillars and provide support to the retail industry. In today's environment the growing 
retail markets have a tremendous potential to heighten the competition to a new level 
(Mishra, 2009).The prospect of this sector is widely acknowledged both in domestic as 
well as in international arena. 
The Indian retail industry is categorized into organized and unorganized sectors. 
Organized retailing refers to the trading activities carried out by licensed retailers. It 
includes supermarket, hypermarkets, retail chains, and privately owned large retail 
businesses. In these stores patrons are not interacting with a person but with 
professionals. Here customer's requirements are gratified by trained staff. These stores 
with large operational facilities sell variety of merchandise, providing convenient 
shopping to the customers. The shift in the expenditure pattern of the middle class 
consumers and an increase demand of r branded products resulted in the growth of the 
organized retail. With the new trends and models coming in to the market, the organized 
retail is expanding. Gone are the days when a corner grocery store was the only choice 
available to the consumers. The emergence of organized retail has given more choices to 
the consumers. The retail business has grown strongly providing an enormous economic 
significance mostly to the developing countries (Deloitte-Stores (2007). 
Modern retailing entered into the Indian market in the form of shopping centres and 
complexes offering shopping, entertainment and food all under one roof. By setting up 
cost-effective retail models across groups, Indian retail witness rapid transformation in 
many areas of the business .New formats of departmental stores, supermarkets, specialty 
and convenience stores are offering wide range of products. Indian consumers are smartly 
growing and accepting these modern retail formats. In organized retailing, one sector that 
has promptly come into focus is lavishness and lifestyle retail. The growth of luxury 
brands in India leads to the introduction of new retailing stores called extravagance 
stores. These Stores consists of international brands that are contended to design, develop 
and deliver high quality goods and services to Indian consumers. The luxury retail 
market in India is showing great potential with increasing number of consumers. 
Organized retail has been gaining strength due to the strong economy. The sector is 
spreading and making its presence felt in different parts of the country. By making its 
entry into all type of segments it is targeting different types of customers. According to 
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(Teas 1981) "...the customer's perception of the retail salesperson is an important 
dimension of store image, patronage, and competitive positioning". The present scenario 
depicts lots of competitive environment and to survive within country as well as globally, 
the industry needs to progress endlessly. 
Indian retail industry also comprises unorganized retailers. Unorganized retailing is a 
traditional format of a low-cost retailing. It mainly consists of low cost stores, mom and 
pop stores, and owner managed general stores. These retail outlets are normally street 
markets, counter stores, kiosks and vendors, where the ownership and management rests 
with one person .Indian retail is highly fragmented, with both unorganized and organized 
sectors operating in the country. The growth of retail industry' in India is directly related 
with the growth in Indian economy. however, it is still in a transitional phase. The India's 
Planning Commission, in its Approach Paper for the Eleventh Five Year Plan, (2006,) has 
noted: 
"Organized retailing brings many advantages to producers and also to urban consumers, 
while also providing employment of a higher quality. Organized retailing in agricultural 
produce can set up supply chains, give better prices to farmers for their produce and facilitate 
agro-processing industries. Modern retailing can bring in new technology and reduce 
consumer prices, thus stimulating demand and thereby providing more employment in 
production.' 
1.1 Background 
Retailing in India can be traced back to those times where it comprised of weekly marts, 
village fairs, street carts and pavement shops. Those were the mediums for consumers. 
These mediums ruled the retail market for a long period. Later much improved 
neighbourhood kirana stores (mom and pop stores) started providing goods to the 
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consumer. It was an era where government support for rural retail gave rise to the store 
chain mostly run by khadi and village industries commission. Later in 1990 liberalization 
and globalization opened gateways for the foreign markets. This changed the whole 
scenario and gave rise to an organized retail industry. The emergence of these modern 
large-scale formats such as supermarkets, specialty stores, chain stores, department stores 
had immensely attracted the consumers.. Organized retailing tries to maintain their 
standards and follow what suits the best for their environment. Thus organization 
motivates its people towards desired performances and results (Tale & Ahmed 2003). 
The evolving retail market in India has a remarkable potential to respond to the changes 
taking place in a buying behaviour of the customers. Indian retail industry is getting 
positive vibes from the consumers. As they have large disposable incomes and insists for 
good quality products (Mishra, 2009). Retail sector today has attracted every major 
industrial house in India mainly multinational retail giants who have massive potential. 
The last three four years witnessed the entry of number of organized retailers with 
modern retail formats around the metros and other important cities (Reddy, 2009), This 
helps in bringing Indian consumers closer to the developed market. 
1.2 The problem 
The retail industry is one of the largest sectors of the private economy. In Comparison to 
other trade, retail industry is by and large human-intensive. In spite of getting all positive 
environment and success, the retail sector in India has been facing the problems of 
employee turnover. Employees working in retail industry tend to develop the feeling of 
intention to quit due to hectic working schedule. The work pattern in retail industry 
requires employees to put in intensely long hours of work. With deadlines and pressure to 
finish the target in given time, employees are often subjected to stress and burnout. Poor 
pay scale with no positive feedback regarding their work further lowers their motivation. 
Moreover lack of supervisor's support reduces their organizational commitment. These 
facets amplify the feeling of intention to quit which further leads to turnover. Employee 
starts looking for a job opportunity elsewhere. Even though quitting may not prove 
feasible due to lack of suitable external opportunities, psychologically the person still 
intends to leave the organization (Hornet al, 1992). All this has contributed in gaining a 
poor image of retail and makes it appear as a high staff turnover industry (Good et al., 
1996). 
'turnover is a result of the quitting of skilled employees from the organizations. Skills 
shortages take place when there are overly few people with the right set of skills to fill 
existing positions. Employees' skills are perhaps the most important foundation for a 
company (Homer, 2001). High ability workers have better job in the sector so they are 
not likely to leave the firm. Thus the Organization needs to retain their most needed staff 
by ensuring their future development and by motivating them through incentives and pay. 
Employee retention and manager's relationships with their workers become a key 
objective in modern retailing. Manager plays a vital role in providing help and mutual 
support to the employees. Employee satisfaction is as important as customer satisfaction 
for a better performance in retail industry. The success of retail firms is dependent on a 
motivated workforce (Huddleslon and Good 1999). 
As retail industry continues to grow, retaining talented employees is likely to remain a 
challenge. One of the problem retail firms are facing these days is turnover of the fresh 
graduates and hiring of many young employees at lower salaries. They join the firm to 
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gain experience and once done with it they move on to the better jobs. Workers with 
better external market opportunity are not likely to consider retail sector as a long term 
carrier option. Nowadays workers give more preference in making out their own career 
path. Thus they lack in showing organizational commitment which results in voluntary 
turnover (Cappelli, 2001). There is a need to bring a standstill to this kind of a turnover as 
it further worsens the situation. Firms need to retain experienced talent who have an 
understanding about retail working environment. 
When working out retention policies, it is important for organizations to categorize those 
factors that act as motivators for employee retention. Carrier advancement is considered 
as one of the factors for employee retention At offers good opportunity for development. 
It not only prevents employees from leaving the company, but also enhances their loyalty 
to the firm. It is essential for retail institution to put in strategies to retain their workforce 
and enhance their performance. Employee satisfaction and involvement in their work 
offers better services which ultimately increase customer trust and satisfaction. 
Employees are organizational asset who works hard to achieve desired goals and provides 
high productivity and profitability. 
Up till now the Human Resource factors in retail industry were mainly overlooked (Aneja 
2006). But from past few years Human Resource functions have gone through the 
process of transformation. The employee relationship is undergoing changes. In the 
organization more emphasis is given to attraction, motivation and retention of talented 
employees (Horwitz et al., 2003).The intention of this redefinition of employees is to 
allow more strategic focus on talent management. The human resources have skills, 
experience, and knowledge that add economic value to firms or organizations (Riordan et 
VA 
al., 2005). The human factor is therefore considered essential in the achievement of 
organizational goals. 
Retail employees are most likely to leave the firm when they are not satisfied with their 
job due to inadequate pay or hectic working schedule. Factors such as job dissatisfaction 
and lack of organizational commitment lead to the intention to quit among workers 
(Griffeth et al. 2000, Moore 2002). The more positively employee wishes to leave their 
firm the more impact it has on fellow workers which increases resignation from the 
workplace (Kirschenbaum and Weisberg 2002). It depends on an amount to which one 
feels positively or negatively about the intrinsic and extrinsic feature of one's job 
(Bhuian& Menguc, 2002). Employees like to stay for longer period in those organizations 
where they have favourable working conditions. Thus retail organization is trying to 
create such environment where work matches their interests. Their rewards are 
satisfactory and employees like their co workers (Daft, 2003). Employee satisfaction with 
the job is directly related to the organizational commitment (Brown & Peterson, 1993). 
Turnover intentions are conceivably the best indicator of the future turnover. Thus job 
satisfaction can influence a variety of important attitudes and intentions of employees. 
Job satisfaction is typified as satisfaction with supervisor, satisfaction with compensation, 
satisfaction with co-workers, and satisfaction with Human Resources policies. Job 
satisfaction occurs among retail employees only when they are satisfied with the pay or 
any other jobs security provided to them. At present there is no predictable framework for 
understanding the turnover process as a whole. 1-however there are ample range of factors 
that have been found useful when it comes to conclude employee turnover. Some of them 
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are low job satisfaction, poor management and lack of organizational support (Zurn et al., 
2005). 
Employees experience stress when they observe inconsistency in manager expectations 
and lack of clarity about their job responsibilities (Jaramillo et al., 2006). Employees feel 
dissatisfied when they are unlikely to get appraisal or promotion even after giving 
impressive performance. They will probably look for another job somewhere else. 
Employees leave an organization mainly due to dissatisfaction and negative emotions 
towards job. Thus there is a need to develop positive environment with job satisfaction 
and make certain that employees are not likely to quit their jobs (Viswesvaran, 2000). In 
order to keep employees satisfied motivated and productive, retail store manager tries to 
know those dimensions of the job that are important and most satisfying to employees. 
These aspects are creating an emotional bond with employees through supervisor support 
and using retention tools like raising salaries and offering incentive-based targets. To 
retain workers for longer period, many retail companies are emphasizing on strong 
human resources initiatives. Industries have realized that effective retail store 
management depends on motivated, satisfied and loyal employees as they work hard and 
provide huge profit to the firm. 
1.3 Justification- 
Retail sector is in a dilemma over turnover. On one side, the industry is growing fast and 
posing tough competition and on the other side, it is suffering from huge employee 
turnover. There are very few studies in the context of retail in general. Perhaps, no known 
study exists in the context of employee's intention to quit in Indian framework. Intention 
to quit can be described as an employee's plan of quitting the present job and looking 
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forward to find another job in the near future. In the present research an attempt has been 
made to understand the problems that employee's face while working in retail sector and 
what leads to the feeling of intention to quit. This study measures the impact of intention 
to quit with the factors like job stressors, job satisfaction, Supervisor support and self-
esteem. This research aims at examining those aspects that predict employee's intention 
to quit their jobs in Indian retail industry. The analysis of the factors will let us know how 
the employees can be retained in the retail sector and how their perception towards the 
retail sector can be influenced and channelized in an organized way. 
The objective of a research is too precise what is to be achieved by the study. These 
objectives are closely related to the research problem. The general objective of a study 
states what researchers look forward to achieve through this study in general terms. It is 
advisable to break down a general objective into smaller, reasonably related parts. These 
are normally referred to as specific objectives. Specific objectives analytically deal with 
the various research questions. They mainly specify what researcher will do in study, 
where and for what purpose. The given below are the objectives of the study which are 
framed to achieve research purpose. 
1.4 Objectives 
To accomplish the research purpose, the following objective have been formulated 
1. To identify factors which are responsible for the feeling of intention to quit among 
employees in retail sector. 
2. To analyze the effect of stressors and job stress on employee quitting behaviour. 
3. To examine the effects of job satisfaction and commitment on employee and to relate it 
with the intention to quit. 
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4. To know how factors like self esteem and supervisor support contributes to the 
employee's intention to quit. 
5. To investigate the effects of job stressors on job satisfaction, commitment and stress and 
to relate all these variables to intention to quit. 
6. To suggest or propose employee retention strategies that could reduce the quitting 
behaviour of employees in retail sector. 
Chapter II 
Retail Industry an Overview 
CHAPTER-II 
RETAIL INDUSTRY- An Overview 
This chapter gives an overview of the evolution and success of the retail industry. The 
given chapter describes about retail industry as a concept and also exemplify about the 
customer and employee relationship with the industry. 
Retailing can be defined as a set of marketing activities that intend to provide 
satisfaction to the end consumer and valuably maintains the customer base by continuous 
quality improvements in their goods and services. A retailer is a key player in the process 
of marketing which often interacts with the end customer. Retailing involves 
understanding the needs of consumer, maintaining a good range of merchandise, and 
displaying the products in an effective manner. This makes the shopping experience 
easier and more attractive for the consumers. Retailing is a set of business activities that 
involves adding of a value to the product and marketing it to the end users for the purpose 
of selling. The retail business is the largest private industry in the world which plays a 
crucial role in the management of the world economy. Retailing is a dynamic marketing 
activity, evolved from time to time to deal with competition, changing consumer 
demands and other environmental factors. 
2.1 Retail distribution 
The given figurel shows the typical channel of retail distribution. It starts from 
manufacturer to the wholesaler who drives major chunk of goods from manufacturer and 
sell it to the retailer who then makes all the transaction to send the final goods to the 
consumers. 
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Figure 1 
Manufacturer 	Wholesaler 	Retailer J ç,ustomer 
Retail business is rising and giving tough competition to the other entrants. Thus to gain 
competitive lead over other firms it' is important to take into account the required 
assessment constantly and make changes accordingly. The institutions need to have a 
competitive advantage, so that their competitors cannot easily replicate. Competitive 
advantage means to have different kind of approach for the organization in Order to get 
success within the industry that let the firm to outperform its competitors. The main 
aspects for attaining competitive advantages are price, location, products differentiation 
with better service, promotion and customer satisfaction .Today every retailer wants to 
know- the customer's total experience to provide them the solutions to their needs , and 
products Ntiith fair prices. (Berry. 2001). 
Man theories have been given by various authors to understand the changes that take 
place in the retail industry. Some of the most predictable and well known theories of 
retail institutional changes are wheel of retailing, and retail accordion. 	Wheel of 
retailing- theory was purposed by ( McNair 1958) this is one of the well accepted theories 
regarding institutional changes in retailing. The theory describes about the evolution 
process in retail market which consists of three phase's- entry phase, trade-up phase, and 
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vulnerable phase. In the Initial entry phase, the new retailer with innovative ideas enters 
the market with low position and low price store format. This new entrant starts with a 
small store that offer goods at low price or provide them those goods that have high 
demand. As a result the new player becomes successful in attracting more customers. The 
market acceptance and success of the new retailer will coerce the established retailers to 
bring those changes in retailing that are made by the new entrants. In second phase of 
trading up, the new entrant will mature to a higher status with higher price operation 
This change will increase the cost of retailer and the innovative retail institution which 
enters as a new player now will transmute into a traditional retail institution. Finally the 
stage will lead to a vulnerability phase, in this phase these firms are mature retail 
institution with cash flows and huge profits. Thus the innovator retailer developed into 
established firms and becomes venerable to the new innovator who enters the market. 
When these retail institutions are successfully grown other retail organization observed 
their significant retail formats and often copied from those firms which are already 
developed elsewhere (Kaynak 1979). 
Retail accordion - Hollander (1960) proposed the Retail Accordion theory, which 
explained retail development in terms of cyclical trend with number of merchandise 
categories. At the beginning of the operation, a retail institution carries various types of 
products but without any deep assortment. It means they have a range of styles within one 
product classification. At this early stage, the retail institution is a general store. As the 
time surpasses, this establishment becomes specialized by carrying a limited line of 
merchandise r%ith a deep assortment. The retail institution can now provide a large range 
of goods with deep assortment. Retailer further supported this scenario of the Retail 
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Accordion theory because of the rise in a retail trend in 1970s. At that time broad and 
shallow retail institutions were narrow and deep and were the specialized merchants in 
retail establishment. A firm or retail organization should be flexible enough to amend 
themselves to the changing environment and to survive in the market. The retail sectors 
that are adjustable enough to amend the changes in the economy will be more successful. 
Retail institutions will survive in a competitive market only if it is willing to change its 
product, line, price, location and also promotional strategies according to the changes that 
are taking place in the retail environment. 
The Retailers can be classified according to their selling processes which is generally 
store based now like department store, supermarket, Hypermarket, specialty store, 
discount store . 
2.1.1 Department stores 
Department stores are large retail units that offer wide variety of goods and services to 
the customer for their personnel and housing needs. At the same time provides the 
consumer a multiple choice of products at variable prices in all categories. These goods 
and services are mainly categorized into separate departments to manage various store 
activities like selling, promotions and its customer service. The majority of marketing 
departments in retail companies were established in 1990s (Piercy, 1987; Piercy and 
Alexander 1988). For a department store, the targets are, mainly the consumers from 
middle to upper class groups who have a reasonable income. 'l'o convince their customers 
department stores intend to provide them attractive stuff mainly the fashion items in their 
general and designer name brands with better service offerings. Unlike specialty store a 
department store offers many different products lines. Department stores are the largest 
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importers of goods, have a large number of foreign buying offices and are a major source 
of employment for the population. (A. T. Stewart 1867) . 
The enlargement of the department store was the first most important transformation in 
retailing. The department store rose with one added exclusive feature which was its fixed 
prices with no bargaining, that was common in previous retail operations (McNair & 
May, 1978). Major retailers convey their trading activities by aiming certain wedge of 
consumers to stay in the competitive scenario. Department stores have developed 
exclusive brands so that consumers can buy only at their stores. The products and 
processes of retail organizations are steadily changing as department stores have begun to 
develop huge profit with increase in its sales. The service contribution in the retail results 
in higher operation costs which in turn causes increase in prices. To neutralize these 
profits erosion managers and owners separate their merchandise lines or entire 
departments to maintain their required profit margins. Some times there are certain 
products which are not appealing to the customers and so give low volume of sales; these 
products are withdrawn from the market. 
2.1.2 Supermarket— 
Supermarket is a self service grocery store that offers wide variety of foods and 
household merchandise to the customers. These markets have large sections which are 
organized into separate departments to offer products of different varieties. One of the 
important facet of these markets are the accessibility to a broad selection of merchandise 
under a single roof These stores are larger in size and have a wide selection of goods as 
compared to the traditional store. These are generally situated near residential areas for 
the convenience of the consumers. Easy availability of branded products gives an 
16 
immense success to the supermarkets in almost every comer of the world. Thus, these 
supermarkets try to maintain their continued rapid spread (Neven and Reardon, 2004). 
One of the reasons for the growth of supermarkets are the socio economic factors like 
rapid urbanization, rise in the income, and improvement in the infrastructure Nowadays 
supermarkets are no longer confined to rich and middle class customers . By reducing 
their prices they have shifted their boundaries to all kinds of customers penetrating 
deeply into the market. 
2.1.3 Discount Stores 
Discount stores are the stores that are known for their low price, large range and high 
volume of products. Discount stores present a variety of merchandise at relatively lower 
prices. The cost of the product is relatively less than the one available in the department 
store or speciality retail institution types. To provide products at lower prices, discount 
stores have to cut down their operational costs by reducing customer services. Consumer 
looks for those stores that are related in terms of their product offerings and cost 
structures (Pesendorfer 2000), For discount stores, target customers are mainly price-
conscious groups which generally come under lower to middle classes. These stores 
mostly provide brand names and quality products. These materials are not much fashion-
oriented and are available with limited selections or have ranges which are offered at 
lesser prices (McNair & May 1978). to attract more customers and to improve the store's 
image, discount stores are developing their own private brand products. They also 
refurbish their shopping environment to provide more fashionable apparel items to their 
patrons. 
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2.1.4 Specialty Stores — 
Specialty stores are those firms which are specialized in a specific range of merchandise 
and sell single related items or related categories that might be clothing, accessories etc. 
Products sold at specialty stores are confined to goods that might be varied from store to 
store such as appliances, automobiles, attires, jewellery, or shoes. Specialty stores mainly 
concentrate on products and their types and provide a high stage of services to the 
customers. Customer services are an important part of the retail sector and it has to be 
exclusive in order to differentiate the distinctiveness of the specialty store. These types of 
stores mainly focus on deep assortment of merchandise and for this reason it is often 
called as a limited line store. 
Specialty stores are varied from place to place. Taking into account this competitive 
environment, there is a need for a plan that can differentiates from one clothing store to 
another. This can be attained all the way through the delivery of high service quality 
(Berry. 1986; Hummel & Savitt, 1988). Specialty stores mainly aim at those patrons who 
are looking for a high quality and fashion-forward merchandise. These consumers are 
keen to give extra for the products if they congregate their standard. Today consumers are 
more fashion conscious, better informed, more urbane and selective (Leung & To, 2001). 
Excellent service quality always leads to increased customer satisfaction (Sivadas & 
Baker-Prewitt, 2000) and this extensively specifies the effectiveness of the retailers' 
performance. 
2.1.5 Hypermarket 
This retail store is a super store, an amalgamation of supermarket and department store. 
These stores are very large and often called as big boss stores. They consist of full 
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grocery lines and merchandise stores and carries both general goods and food including 
groceries and perishables. These stores also offer a variety of auxiliary services thus 
providing the consumers a true one-stop shopping experience. The success of these stores 
has made this format a number one player in the retail industry. To fulfill the prerequisite 
of customer household's goods. these stores are more likely to have frequent mass 
merchandisers (Fox et al. 2003a) so that the product is available whenever required. The 
growth and rise of the hypermarket stores like Wal-Mart a top retailer of the world, has 
given a tough competition to the other industries. 
2.1.6 Wal-Mart 
Sam Walton, a businessman from Arkansas, opened the first Wal-Mart store in 1962 
located at walnut Ave in Arkansas. The store opens with a positive response due to the 
reasonable prices and availability of large products under one roof This make these 
stores an immensely successful firm. Within five years, the company expanded more than 
3,400 Wal-Mart stores domestically and became the leading retailer and private owner in 
the U.S. (Basker, 2007). These stores further extended their circles from its Bentonville 
centre, to small town and rural areas and then to suburban and small city areas of the 
south-central, southeast, northeast, and finally the western regions of the U.S. Saving 
people money and help them live better was the aim that Sam Walton visualized when he 
opened the door of the first Wal-Mart store many years ago. The store has been able to 
keep its cost low which in turn translates into lower prices for the consumer's This poses 
an extraordinary challenge for its competitors to provide goods at low price. Wal-Mart's 
new initiative was to create a positive impact on consumers and to become the "most 
competitive and innovative company in the world" (Plambeck, 2007). 
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"The most impactful decision Sam Walton made during his reign was to select and 
develop successors equipped to lead Wal-Mart to the next level of complexity" (Turock, 
2004). In the 1980s, Wal-Mart continued to grow speedily and by 1987 celebrate its 25 
anniversary with near about thousands stores working with various associates and their 
sales crossing the billions. It was the era from 1988 to 1999, when the new CEO of 
company transformed the corporation from just a retailer into a retail distributor and 
enhanced growth strategy through the use of technology. Thus low prices products with 
new innovative technology attract more customers which further provide profits to the 
store. 
With the passage of time these stores keep on spreading with plenty of stores giving 
huge earnings and providing large employment to the people. The retail jobs in a country 
with Wal-Mart stores raised by 50 after five years (Basker2005). The company also 
opened its overseas stores by making an entry in South America with stores in Argentina 
and Brazil By 1999 it enters Europe Enormous popularity and success leads to the 
introduction of one store after another. In 1998 Wal-Mart introduced the Neighbourhood 
market concepts in the three states of Arkansas. Although the retailer was eager to enter 
that market but New York City has not permitted any Wal-Mart stores surrounded by its 
city limits (Jones 2007). So among the three largest cities of US, only two big cities have 
Wal-Mart stores, Los Angeles and Chicago (Wal-Mart Store Locator, 2008). As Wat-
Mart grows hastily into the world's largest corporation, many detractors were worried that 
it would affect the local stores, particularly the small towns and many mom and pop 
stores would be wiped off. Wal-Mart in 2000 came with a newly implemented plan of 
making logistical processes more economical friendly." Green" logistics, means 
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executing a system that can separately monitor overseas provider to make sure that they 
meet social and environmental values. The new initiative of Wal-Mart is to make a 
positive impression and also significantly to reduce its impact on the environment in 
order to become the "most competitive and innovative company in the world" (Plambeck, 
2007). 
2.2 Consumer buying behaviour— 
A retail market is a place where all the retailers contend with each other for approval and 
recognition through various merchandise promotional activities. To understand the retail 
market, one has to understand the buying population and their behaviours. The buying of 
goods and services depends on the individual preferences that customer makes while 
buying the product. Thus consumer behaviour plays a decisive role in determining the 
success and development of the firm. Buying behaviour is mainly the process in which a 
consumer takes the decision whether to purchase a product or not As retailing became 
more intense, the main retailers started to influence their customers through high-budget 
advertising and elaborating store designs with discounts prices. With the evolution and 
growth in retail marketing, the external environment has become even far more 
challenging (Keh and Park, 1997). Over the past few years' retailers had to cope with the 
challenges and threats thrown by its competitors. So now they are focusing more on 
customer relationship management and through loyalty schemes and other resources they 
are trying to shift their customer's loyalty from brands to the stores (Messinger and 
Narasimhan, 1995). 
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Figure 2 - Classification of buying population 
Buying Population 
Consumer Market 	I 	 I Organizational market 
Corporate I 	 I Resellers 
2.2.1 Consumer market — Consumer market consists of the individuals who are the 
ultimate users of the goods and services Customers obtain goods and services for their 
personal or household use and so the consumer market plays a crucial role in the success 
of the retail store. The buying behaviour of the consumers or their decision is influenced 
by the factors like individual preferences or social factors. In order to understand the 
consumer market a retailer analyses the demographic distribution of the population. The 
demographic distribution helps in the categorization of population on the basis of their 
income and their expenditure pattern. This assists the retailer in understanding the 
purchasing behaviour of the target market. 
2.2.2 Organizational market— 
Organizational market comprises of corporate and resellers who represent the 
intermediate consumer of merchandise. The corporate buyers are those corporations that 
either buy the merchandise offered by the retailer for their corporate use or promote sales 
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for the retailer's .Resellers are those who buy merchandise in large quantities at discount 
prices from the retailers and sell them at normal prices for their shops. The organizational 
market differs extensively form the consumer markets. In consumer market the 
consumers look for the products that satisfy their own needs. In the organizational market 
resellers look for the products that satisfy the need of their customers. 
Efficiency and productivity have become main concern for managers over the past few 
years both in the service as well as manufacturing sector (Sellers-Rubio and Mas-Ruiz, 
2007). The cause for this concern may be the new retail companies who find it easier to 
adapt the new technology in their production which usually generates improved 
performance. The new companies exhibit significantly higher growth rates than 
developed companies (Glancey 1998). In the retail industry productivity plays an 
important role in the control and management of the retail companies. It also plays an 
important part in providing in turn for a number of, strategic, tactical, and policy related 
decisions (Dubelaar et al., 2002, Sellers-Rubio and Mas-Ruiz, 2007). Today customers 
have more alternatives than ever when deciding what to buy, where to buy and how much 
to pay. Thus various policies are being made by the retail companies for their customers 
to increase their product selling. 
2.3 Customers in retail sector 
For the retail industry, serving the needs of the shoppers is the top most priority so they 
try their best in providing the high-quality products to the consumers. To satisfy their 
customers this sector introduces new innovative products They make efforts to maintain 
the industry's reputation as well as trust of the customers. The price that retailer offer is 
one of the effective way to compel shoppers to come to the store.. Customers are the 
ultimate buyers and are the one who can make or break up the retail industry. Thus this 
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sector looks for all the aspects that can satisfy their consumer's needs among which 
product safety is considered as one of the important factor while selling goods to them. 
The industry also emphasises on the fact that it is playing an important role in developing 
the living standard of their patrons. 
The technology innovations and the customer awareness about the product have brought 
a lot of changes. In fact, now even among investors, who tend to prioritize various issues, 
product safety is one of the most important aspects to look for. Good Customer service, 
easy access to the products, and affordable prices with product safety are the measures 
taken by the industry to retain their customers Service quality has been acknowledged as 
the major marketing tool for retailers to make a distinction in their retail offers, create 
competitive edge and to improve the customers' shopping experience (Christo & 
Terblanche, 1997;. Sin & Cheung, 2001).A retailer with strong brand equity will be able 
to communicate clearer value to customers which in turn will offer a more accurate basis 
for innovation within the firm. It is in the nature of retail businesses to makes every effort 
to understand their customers and to quickly respond to the new trends, needs or wants, 
Measuring service quality can be somewhat complicated and tricky especially in apparel 
area of expertise where it combines the selling of goods and services to the customers. It 
increases customer's expectations of having knowledgeable, helpful workforce to assist 
them throughout their shopping experience (Gagliano & Hatheote, 1994). 
2.4 Responsibility towards Employees 
Employees are the important part of the retail industry and the problems faced by them is 
certainly one of the most challenging issues for the industry. workers after achieving the 
desired goals expect their fair wages which are considered as their essential need, but the 
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industry is not meeting their demands. However, the industry is keen to satisfy their 
workers by helping them and providing opportunities for job advancement. Retail 
industry success mostly depends on their employees as they are the one who sold 
products to their customers. The industries have the responsibility of fulfilling their 
employees' needs and to keep them satisfied so that they remain committed to their work. 
Emphasis is being given on the quality customer service that is offered only by the 
skilled employee .Thus an employee has a vital role in the growth of retail. Employee 
relation with the industry has to be good in order to survive in the competitive 
environment. There is a need to develop policies and practices that are effective in 
attracting. motivating and training them (King, 2003). 'As retailers strive to delight their 
customers and to reduce their cost bases, a knowledgeable, skilled change oriented and 
highly productive workforce will be a key to future success. ' (Skiltsmart, 2002). The 
retail industry needs better skilled and more flexible workers for providing continual 
knowledge to face enormous challenges in the present retail environment (Harris and 
Church, 2002). 
2.5 E-retailing 
E-retailing is one of the leading marketing activities in the fast growing field of electronic 
commerce. Logically perceived, this service quality would appear to be the major success 
that would raise this new form of retailing above the traditional one. As the products that 
are selling in these two types of' retails are the same. E-retailing the new technology 
innovation has made the things simpler and easier with improve service quality This e-
retailing has get good momentum from the users and they are ready to use its service 
anytime. It as Wide Web that opened the door for electronic commerce (EC) in the 
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business-to-consumer (B2C) environment that formed a new business line, called 
electronic retailing, e-tailing or electronic shopping. Through this person can now explore 
information about the product and can shop online for almost everything they need. 
Electronic shopping has brought convenience to the customer's and has heightened the 
competition with this new channel and bringing new models for marketing. It has open 
new opportunities for both customer's marketers and the industry (Turban et al., 2000; 
Wang et al., 2000). 
On the Internet, retailers and consumers interact through WIS Web-based information 
systems (WIS) which operate as effective stores. The use of WIS can increase 
competitiveness by sustaining the traditional means by which companies compete, such 
as reducing costs, concentrating on certain customer groups, or making a distinction in 
their products and services (Lederer, 1998). It can also provide many new opportunities 
for those companies, which are increasing their customer base by giving new products 
and services, and creating new lines or business. It is based on Web technology and thus 
has the capability to reach to the larger audience. It provides plentiful substance and 
information and is easy to operate at systems with supports business processes. Surveys 
show that the gap in Internet usage has been declining and its popularity is increasing in 
different age groups (Shneiderman, 2000). On the other hand, online customers still 
represent only those groups of individuals who have higher income and education. While 
making their decisions, they look on the Web for the information about the products, their 
lower prices and higher value. The more they access the Web for product information, the 
more it increases their market knowledge which they keenly exchange with other 
consumers. Through their knowledge they may further assess the products and make their 
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choice to purchase it online or online. However online customers may have a different 
decision-making processes with a different evaluation criteria. 
Customers who buy online might have a different opinion regarding the prices as 
compared to traditional retail customers as online promotions indicates price discounts 
that can lead to higher buying and price sensitivity (Degeratu et a1I999).Quality-related 
information is important for the customers as it helps them to differentiate between 
brands and products. Later interactive retailing could show the way to lower price 
sensitivity (Alba et al 1997). Electronic shoppers may have a different way of decision 
making than traditional retail customers and thus the nature of the electronic shopper will 
continue to evolve. This Net generation refers to that age group who grew up and spends 
the majority of their learning years with the developing Web (Chen, 2000). Thus E 
retailing is the latest innovation that has given retail industry a new high and has 
connected the customer globally with the retail industry. 
2.5 .1 Mobile Retailing 
With internet evolution and constant rise in the technology, the competition in the retail 
industry is no longer limited to the stores. Now the customer easily gets information 
about the products and services by serving the net. The further ascend of mobile retailing 
have made the things easier and quicker; a minute on net and customer gets the entire 
knowledge about their desired goods. This has extensively increased the competition 
around the globe. Now the customers can easily get the quality products of their choice 
at the lowest prices possible and can even get them delivered right to their front doors. 
Although this technology is accessible to small retailers (Cameron-Waller, 1995), it is 
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basically the larger companies that have gained the most with this new innovative mobile 
retailing. 
Today the consumers are more connected to the world through their cell phones which 
give them an easy access to the Internet through data connection. It provides the effective 
new ways to stay in touch with customer and give them the chance to see the advertised 
products. Retailers can influence these connections with today's technologies to create an 
extraordinary real-time connection with customers or can say it has become a 
communication via electronic media (Hendry, 1995). This mobile retailing has further 
increases the competition as there are abundant products available which every retailer 
wants to get sold. Thus understanding consumer preferences and their buying behaviour 
is a tough task in mobile retailing. With so much offers and choices available in the 
internet market, any attractive proposal can change customer's decision. 
2.6 Indian Retail industry 
The India Retail Industry is one of the largest and fast paced industries which is growing 
and modernizing hastily in line with the India's economic growth. The retail sector in 
India comprises of both unorganized and organized sector with unorganized sector 
dominating the market from decades making it difficult for the retail market to broaden 
its boundaries. It was post globalization era that changes the situation and country saw 
the growth of organized sector comprising of malls, departmental stores along with big 
international player and branded finished goods (Bhatia, 2007) entering the Indian 
market. The India Retail Industry is gradually inching its way and trying hard to become 
the next boom industry. The success of the retail industry largely depends on its 
customers. 
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Modem retailing has entered into the retail market with an idea of bring the changes in 
terms of format and consumer buying behaviour. The last few years have seen a dramatic 
transformation in the lifestyles of Indian consumers. The ease of exposure and work 
experience abroad has made the Indian customer aware about the quality and the price of 
the products (Mishra, 2008). People living in urban areas, along with increasing working 
population are well aware about the products offered by the organized sector. These new 
organized retailers are making an effort to utilize these promising consumers and serve 
their needs. Thus they come up with new and different innovative products to keep their 
hold in the market and attract new consumers along with serving the brand loyal ones. 
The growth pattern in organized retailing and the expenditure made by the Indian 
customer will give them a rising graph and will further help the newer player to enter the 
Indian Retail Industry. 
The rise of the consumer market and increase in their expenditure pattern is the main 
cause of the great upsurge of organised retail as this customer market is evolving at a 
steady pace (Datta. 2006). Today generation has more choice than its predecessors 
therefore, consumerism is an increasingly observe phenomenon. The workforce today 
have more choices and greater spending ability than the earlier years where consumers 
with unpredictable income were needed to be practical and price sensitive (Ernst and 
Young, 2009). India is being seen as a potential market by the retail investors from all 
over the world. It is considered as one of the top destination for an attractive emerging 
retail market. India's large middle class group and its almost untapped retail industry 
were the key attractions for those global retail giants who were trying to enter the newer 
markets. 
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Even though India has large retail outlets, but the country still lacks a modern sense of 
the market. This gives international retailing a great opportunity to raise the organized 
market with superstores and hypermarkets. The organized retail sector is expected to 
grow stronger thus boosting the income of the country. The retail sector has played an 
exceptional role throughout the world in increasing the productivity of consumer goods 
and services. It is also considered as one of the largest employment industries. Retail 
sector contributes to the GDP of the country, and therefore most of the developed 
economies are relying very much on their retail sector for the rise in their income. 
The Retail E-Commerce Task Force (2002) described retail industry as a 'Cinderella' 
industry in terms of its condition and its incapability to attract the best talents. Firms 
need to invest resources in developing employees (Uncles 1995) as this would lead to 
increased motivation, enthusiasm and increased sales. This corporate value is deliberate 
to be acquainted with the "happy staff equals happy customers" notion (Luggiero, 
2003). Employees are more likely to enjoy working for a company where managers 
attend to their needs. Providing them good pay, benefits, praise, encouragement, support 
and training, and even at the most basic level, rest periods at work. The retail work 
requires long working schedule, thus employee caring plays a vital role in improving 
their performance. 
In the growing market, retail marketing has become one of the major emerging 
industries in the entire economical cycle. It is the retail market only which provides the 
consumer a basic platform to encounter with goods that sells. Retailing is an extremely 
significant economic activity which buys products and sells it to the consumer. This 
process is carried all over the world and therefore it affects most of the population 
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almost every day. So creating customer loyalty is not an easy task as it takes years for 
store and its brand to create loyalty as store-brand buyers are also more store loyal 
(Corstjens and Lal 2000). Customer loyalty is the key function of retail industry. Once 
they create loyalty towards their brands it will be easier for them to stay in the market 
for a longer period of time. They provide goods willingly at exclusive locations where 
final consumers enter the store to acquire goods and services provided by the retailer. 
Special sales promotional activities like reward program and loyalty cards are carried 
out to increase the sales target and at the same time to increase customer loyalty. 
Reward program that encompass special gifts on purchase of bulk goods and loyalty 
cards which are special privileged cards offered to customers in order to present them 
huge discounts and free gifts. When these sales promotional strategies are carried out in 
large number by the retail marketing it helps to create a healthy relationship with the 
customer .'l he main purpose of these shopkeepers is to satisfy the consumers and fulfil 
their needs and demands. Retail marketing even focuses on satisfying the customers by 
maintaining a proper profit margin for the owner of the goods. Retail marketing works 
on five major aspects that are saving the precious time of the customers, providing them 
the right prices of the goods, creating a proper connection with the customers by giving 
better service quality, paying the right respect to the customers and taking into account 
their feedback about the product and lastly solving the problems of the customer by 
providing better quality products. 
Earlier creating emotional bonding with the customers was not taken into consideration, 
and therefore customers were only treated as customers who were just believed to pay 
the price of the goods. This resulted in lower customer loyalty and it gave rise to the 
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huge number of product switching. Customers used to shift to other brands very easily 
where they feel their feedback have been valued as there was no brand loyalty. But as 
the time passes retail not only understands its customers but at the same time creates a 
strong bond with them. It also started understanding the importance of the employees 
working for them. It's the sales worker who sells products to the customer and satisfies 
them to come again in their store. Thus (Mehta et al 2000) acknowledged achievement 
of goals, bonus, salary and commission, opportunities for promotion, and retaining 
respect of salespeople are regarded as their salient rewards. (Renton and Hamish 2003) 
give emphasis that, due to increasing competition in retail organizations, motivation, 
behaviour and the contributions of store employees are the main facets of competitive 
gain and business success. (Czinkota, Kotabe & Mercer 1997) mentioned that sales 
managers have a direct impact on corporate profitability as they are the one who are 
accountable for managing and leading a sales force in its significant direct revenue-
generating activities. 
2.6.1 Hawkers 
Hawker market also known as "mobile supermarket" is a part of an unorganised sector 
in India. It can easily be transported and is seen in every Indian by lane. A hawker put 
his shop in a particular area and sells local items or food belonging to that area. These 
hawkers are basically the lowest cost retailers and can be found anywhere. In Oder to 
attract attention and enhance their sales they advertise their product by shouting in loud 
voices. Indian consumer comprises of all classes thus forming a pyramid with consumer 
having unpredictable income lying at the bottom. So those patrons that lay at the bottom 
of the pyramid becomes the main customer of hawker market as they are quite price 
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sensitive. Rural Indians have a very low disposable income which means that they tend 
to buy what they need for short segments of time (Dawar and Chattopadhyay, 2002, 
Kripalani, 2002). They neither have a village plans nor city-wide aspiration. Their 
simple aim is a long walk down the end of the next lane and buying of products which 
they require at that time. This approach of "mobile retailers" is not practical in a long 
term, but is undoubtedly, replicable all over India. There is no stoppage of these 
markets as major retailing of fresh foods in India occurs in Mandis and on roadside by 
the hawkers. This is usually illegal but these hawkers consider themselves highly 
organized in their own way. Due to this the most popular concept of getting a hold on 
market is to introduce packet (Bailay, 2003) and gives products in good amount. When 
put together these Hawkers form a large market with little or no overheads and high 
degree of flexibility in merchandise, display prices and turnover .Much has been written 
about these roadside malls from social security issues but these hawkers sure have a 
system that works. 
2.6.2 Kirana- Mom-and-Pop Stores 
Semi-organized retailers like kirana (mom-and-pop stores), groceries and provision 
stores are represented as more systematic buying merchandise than the mandis They are 
economical market and are very popular among a middle class group mainly in the Asian 
countries. Many governments do consider supermarket development as a part of the 
modernization policies but at the same time their' strategies restrain or regulate these 
supermarkets and support traditional retailers (Goldman et al. 1999). Since a large part of 
the population have a limited buying capability thus these economical markets do exist 
providing goods to a large number of people. Economic scales are not yet realized in this 
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format, but the front end is already visibly changing with times. Retail sector is trying to 
offer opportunities for exploration and investment in rural areas, with Corporate and 
Entrepreneurs having made a foray in the past. India's rural population has largely caught 
the eye of retailers who are looking for the new areas of growth. They are working on 
the country's first rural mall that offers a diverse product ranging from FMCG and 
electronics appliance to automobiles in an attempt to provide farmers a one-stop 
destination for all their needs. 
2.7 Economy 
Markets in developing countries are now expanding and are therefore attracting the 
attention of modern retailers from developed countries. These markets are providing huge 
profits thus contributing in the rise of their country's economy. (Deloitte- Stores Report, 
2007) reports on an average each of the top 250 retailers in the world has operated on an 
average in 5.9 countries in 2005-06 (July-June) against five countries in 2000-01. Over 
the last few years Economic growth in India has been constant due to a stable 
government. This has helped Indian market to look more progressively towards future. 
The last five years have seen the gradual rise in the expenditure of average Indian middle 
class which in turn increases their purchasing power. This change in income from the 
middle class segment is getting ploughed into the retail sector which is again taking the 
economy to higher levels. 
Even in Britain Retail sales has exceeded millions, representing 36 per cent of total 
expenditure by consumers (Nielsen, 2001). Similarly, efficiencies and productivity gains 
within the sector create the potential for retail price deflation which in tandem with 
increases in consumer real income stimulates consumer spending and has a positive effect 
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on economic growth (Hristov. Howard et al., 2004). Thus this retail sector has not only 
made the world market interacts globally but also gives lots of support in improving the 
economies of various underdeveloped as well as developing countries. Even the 
developed countries enjoy high income with the evolution of hypermarkets like Wal-Mart 
and Carrefour which not only improves country economy but also provide huge 
employment opportunities. 
2.8 The Informed Customer 
Over the years, the factors like increasing literac\ in the country, exposure to developed 
nations, overseas work experiences, and technology innovation have resulted in 
increasing the consumer awareness. Now consumers are aware about quality and the 
price of the products and services offered by various retailers. Today consumers are more 
knowledgeable about the kind of products and services they are expecting from the 
market .Thus they are seeking for more dependable sources for the purchases of goods. 
This has resulted in a reasonable shift of consumer to a more organized retail chains that 
have a corporate background and where the liability is well-defined. Although the 
company acknowledges that generally grocery markets are preferred as they are price 
sensitive. The increasing understanding of shoppers about ethical, environmental, and 
health issues reinforces the growing need for the brands (Hristov 2004). The consumer 
also seeks to purchase from a place where their feedback is more valued and changes are 
made on the basis of advice given by them. 
2.9 Organized Retail 
Organized retailing is expanding in different parts of the country by bringing 
international brands. Organized retailers aim to increase their share in large number in 
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another five years. Thus they are trying to increase their customer base by offering good 
quality products. Increase in the number of organized retail will widened the 
opportunities for branded goods (Bhatia, 2007). However the trend in grocery retailing 
has been some what different with growth awareness in South India. Although there 
were traditional family owned retail chains in South India in early nineties but, the retail 
revolution happened much later. It was with the arrival of RPG group which started the 
world food chain at various food retail outlets in South keeping in focus the main markets 
of Chennai. Hyderabad and Bangalore. The experiment has reaped rich dividends Owing 
to the success Food world model. The group is now foraying into other territories as well 
by brining new models such as, Subhiksha, in organized retail. Retailing within this 
sector is not just about the front-end, but involves complex supply chain and logistics 
issues as well. The retailers need to look at functionally novel supply chain innovations 
as compared to the manufacturers who lean to develop innovations that advanced on 
well-articulated needs. Today number of leading firms has started using technology to 
achieve significant gains in productivity (Johnson, 2002) 
To be triumphant in food retailing in India it is important to draw shoppers from the 
kirana and roadside hawkers to stores and supermarkets. This transition can be achieved 
to some extent through pricing. Industry experts believe that a successful national chain 
will be a discount store (Srivastava, 2007) which will bring more consumers. The success 
of a food retailer depends on how best they understand the buying behaviour of 
customers. One of the major factors that make organized retailing an edge over the kirana 
store is a convenient shopping as supermarkets have more options than an average kirana 
store. Though Indian retailers have potential to survive but sometimes retailers face 
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complex situation, as India is a wide country where every state is a mini-country by itself. 
The demography of a region varies and is quite different from others. Thus in order to 
attract customers from all classes of the society, retail stores would have to identify with 
ditTerent lifestyles. Hence more importance is being given to the regional players and it 
would take a lot of time for a nationwide retail chains to emerge and get successful. 
2.10 Impact of Technology 
It is generally felt that the significant differentiator between a successful and not so 
successful retailer lies mainly in the area of technology. technology helps the organized 
retailer to gain an edge over the unorganized players both in price as well as service 
advantages. So in Oder to get a competitive advantage Retail sector has to transform into 
a technology-intensive industry. Today profitable retailers work closely with their 
merchants to predict consumer demands and kind of products they want. They also pay 
emphasis on how to advertise their product with the help of technology. Latest In-store 
technology is furthermore observable in the use of kiosks, many of which now use touch 
screen technology, offering a range of functions (Keeling et al., 2001) and information. 
The other important innovations in retail technology are the introduction of techniques 
like cross-docking and electronic data interchange. Today, it has made much easier to 
know about the sales. The online system links the sales terminals to the main office 
where detailed analyses are carried out online on sales items, classification, stores and 
vendors. Besides merchants, the retailing sector is also concentrating on developing a link 
with the consumer through Data Warehousing which is an established concept in the 
advanced nations. With the help of database retailing', information about existing and 
potential customers are traced besides knowing who purchased what. Information on 
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softer issues such as demographics and psychographics can also be known through 
database retailing. From many decades the phone technology has been providing an 
electronic link for home shopping. But with the emergence of Internet this home-based 
technology has now become a main focal point of retail strategies. Personal computer 
(PC) at home, work, college or any other place has made an easy access to the Internet 
(Advertising Association, 2001).Thus it become easier to know about the product. As the 
internet services are improving, the distance between desired product and customer is 
increasingly getting blurred (Price Waterhouse Coopers, 2000). 
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Literature Review 
CHAPTER-III 
LITERATURE REVIEW 
This chapter shows wide and detailed study of literature in context of the topic. The 
chapter endows with all possible studies from the researchers and academicians 
worldwide. The topic covered in this chapter includes retail sector, employee turnover, 
organization commitment, turnover intentions, job satisfaction, stress. burnout and self 
esteem. 
3.1 Retail Sector 
Retailing is not a newly evolved marketing activity. It was practised in the early years 
in the form of barters. With the passage of time retailing grown rapidly from the barter 
system to a very technologically sophisticated c-tailing of the 21st century. In any format, 
retailing involves the sale of goods and services to the final consumer. It is a large and 
wide-range marketing function that has existed from many years (MacNeary, 1981). 
Products of different range is designed, purchased, and otTered by the retailer for the 
convenience of the consumer. Retailers direct their retailing activities to target certain 
division of consumers. Retail sector in the later part of the century saw major economic 
and structural changes. Key drivers were technology, globalization, international 
competition, and productivity growth, which mainly change the patterns of expenditure 
and life styles (Wilson, et a/ 2004). 
Retail institution types are based on retail characteristics such as products, scale of 
operation, and mix of store attributes. The retail institution mainly consists of: department 
store, discount store, and specialty store where the products are displayed and sold 
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(McNair & May, 1978). Products. sold in convenience stores, such as grocery stores, 
drug stores, and hardware stores, become easier for consumers to buy. Products sold in 
large departmental stores are mainly the shopping goods. Specialty goods are sold in 
specialty stores, such as shoe stores, men's clothing stores, and jewellery stores that are 
alike in terms of their product offerings and better customer services ( Pesendorfer 2000), 
or on stores that differ only in terms of their pricing formats (Bell and Lattin 1998). 
Successful retailers today work closely with their vendors to predict consumer demands 
and reduce inventory holding. The Owner has all the responsibilities in managing, 
buying, and merchandising the store. The traditional retailers will always exist but 
organized retailers are working towards changing their industry. They try to obtain 
strategic advantages at various levels like market, cost, knowledge and customer. 
(Corstjens and Lal 2000) Store brands can create store loyalty. Many researchers have 
also found in their work that store's brand buyers are more price sensitive (Hoch 1996, 
Hansen et al 2003). 
Over the last few years, India has been experiencing a revolutionary change in the retail 
market. Indian retail industry has been growing at an incredible pace with the new troupe 
entering the organized retail markets and gaining new heights. Retail is one industry 
which is highly dependent on Human Resource for getting their products sold. In these 
firms, the employees make direct contact with the customer, represent the organization 
and "produce" the service (Zeithaml and Bitner, 1996). The nature of employment in 
retailing has altered as the sector has itself undergone a transformation. The retail 
environment has changed over the years, mainly due to the increased Competition 
(Byrom et al., 2003; Warnaby et al., 2004). With Retail expansion (Williams, 1997) 
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consumers are becoming more aware about their shopping behaviour (Hackett et al., 
1993). While independent retailers bear the multiples stores and brands, they are 
economically weak in comparison with the efficiency and productivity generated by the 
large corporate chains. As a result, the independent sector has steadily declined with the 
rising of a few large multiples. To remain in a competition, the small independent 
retailers should pay greater attention to service quality with good staff and excellent 
customer service (Huddleston and Hirst, 2004). 
(Gupta 2006), "Organized retail in India-The next growth frontier", says that organized 
trade in India is still under developed as compared to the other emerging retail markets in 
Asia and developed markets like US. The growth of retail industry in India is closely 
associated with the growth in Indian economy. The modern retail formats like 
hypermarkets, supermarkets, discount and convenience stores are widely present in 
developed countries whereas developing countries are in a transitional phase (Joseph, 
Soundararajan, Gupta, Sahu, 2008). Organized retail in India is at a phase where on one 
hand it is raising concerns on its effects on different sectors and on the other hand, 
getting a positive response from the buyers. Organized retail has increased its share in 
great numbers (Sadasivan, 2009) but still has a long way to go to dominate the Indian 
retail market. Last three four years have witnessed the buzzing of a number of organized 
retailers, with modern retail formats, around the metros and other important cities 
(Reddy, 2009). Organized retailing has played a major role in providing opportunities 
for skilled employment around the world. Organized retailing in India is witnessing a 
radical transformation. The increase in the number of retail chains across the country is 
an indication that organized retailing is emerging as an industry and will boom in a big 
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way in the near future. India would see formats like hypermarkets, with cash & carry 
shopping convenience that would be closer to the consumer. Organizations are now being 
challenged to retain their competitive edge more than ever before. 
The retail sector in India is facing various problems, out of which the major setback is 
regarding employees leaving the firm. Retailing is an easy sector to move in and out of, 
and so the labour turnover in retail sector is very high. In the industrial sector, job 
performance often refers to the outcome that focuses on immediate results such as high 
sales volume. On the other hand, (Bush et al. 1990) suggested that job performance 
appraisal of salespeople in retail should be multidimensional that includes both outcome 
(e.g. sales) and behaviour (e.g. customer orientation) components. Employers face major 
challenges in the retail when the highest proportion of part-time workers, suffers a higher 
turnover as compared to an average turnover of well-qualified employees. Retailing has a 
poor image as a career destination and has traditionally been "trapped in a low skills, low 
pay equilibrium" (Skillsmart Retail, 2004). (Firth et al., 2004) says that the reason which 
makes employees quit their workplaces is largely influenced by job dissatisfaction, lack 
of commitment towards the organization and work stress. 
Retailing may be particularly susceptible to high turnover due to work-family conflict. 
This conflict arises due to the conditions that are common in the retail field, like long 
working hours including nights and weekends, relatively low pay, and frequent 
expectations to perform better (Good et al. 1988). Retail employees are less satisfied, feel 
less commitment, and have greater intentions to leave. Salesperson who are able to 
allocate their time to other activities along with high performance at workplace are likely 
to be more satisfied with their jobs less affected by stress, and are happier (Nonis and 
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Sager, 2003; Csikszentmihalyi, 1990). Raised skill levels increase the job satisfaction 
and this in turn improves the turnover. Growing competition, de regularization and 
globalization of markets require these establishments to become more flexible to increase 
their productivity. The restructuring and changes in the establishment reduces job 
security among employees at all levels in the organization (King, 2000). According to 
(March and Simons 1958) employees decides to quit in search of more appealing jobs 
elsewhere. There is an increase in the Labour turnover mainly due to the work 
environment. The jobs in retail are not sufficient to meet the employees demand due to 
their higher self-esteem (Simon Booth and Kristian Hamer 2007). 
Retailers are not aware of the problems and costs of high labour turnover and the possible 
impact it has on customers and their behaviour. Turnover is one of the forms of employee 
withdrawal. For the employee with job mobility the actual turnover can be one of the 
alternatives for intention to quit and limited external job mobility can be the option 
(Kacmar et al., 1999). Turnover can also affect one's long-term career and can have 
adverse impact on employee's career success. When an employee leaves his job, it has a 
huge impact not only on the individual employee but also on the organization as a whole 
(Mobley 1982: 15-31). Increase in turnover shows how the organizations and employees 
working for them can influence the changes and affect the productivity (Dalton, 
Krackhardt and Porter 1981; Dalton, Todor and Krackhardt 1982). Retailing businesses 
are known for generally high turnover rates which, in turn; have influence on the firm's 
profitability margins. Turnover can be voluntary and involuntary. Voluntary turnover is 
the one in which the individual chooses to leave an organization while in an Involuntary 
turnover an employee is forced to leave due to some external factors such as illness 
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(Horn and Girffeth, 1995).Turnover generally been defined as leaving the organization 
either involuntarily or voluntarily (Darmor 1990). (Woodard and Cassill) looked into the 
reasons and found that, in retail sector the positive working environment, job security, 
and job commitment are the factors which make the employee stay. 
According to (Lee and Mitchell 1994), "Why people choose to leave this is still an 
unanswered query, which somehow prohibits the prediction of employee turnover". The 
analysis from previous works revealed that, employee become more entrenched with the 
culture of the firm so they intended to leave. Turnover among these employees are high, 
which in turn have effects on customer service and satisfaction (Zeithaml and Bitner, 
2000). The high Turnover poses a great challenge for service organizations in keeping up 
with the quality of services that are delivered to the customer. Organizations desire to 
create an atmosphere where managers and employees are willing to interact with each 
other. Attempting to meet incompatible demands often leads to role stress in retail, which 
can diminish their job performance and effectiveness (Wetzels et al., 2000). Retail 
salespeople lack an understanding about their authority, job responsibilities, or the 
manner in which their job will be evaluated. Role stress for retail salespeople is mainly 
due to a lack of empowerment and to meet customer's service expectations while 
following company guidelines (Wetzels et al., 2000). 
The relationship between employee satisfaction, customer satisfaction, and profitability is 
a topic of managerial interest (Estelami, 2000). In the service sector higher employee 
satisfaction leads to high customer satisfaction, this ultimately affects consumer loyalty 
and profitability in a positive manner. Lower levels of customer satisfaction in retail 
stores sometimes occur due to employee turnover. High employee turnover takes place 
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due to poor work environment. It reflected the loss of experienced employees (Schneider 
and Bowen 1993). Motivation is very important in the work environment because it 
influences work performance and productivity thus retaining an employee for a longer 
period. Motivation is an imperative matter in most organizations as it is a vital factor in 
improving employees' performance (Buitendach & De Witte 2005). (Bent and Freathy 
1997) mentioned that a key to organization's competitive performance has been the 
successful motivation of staff. The success of retail firms is dependent on a motivated 
workforce (i luddleston and Good 1999). 
3.2 Employee turnover 
Turnover in organization typically refers to the separation of an employee from the firm. 
Employee turnover results in lowering the morale of existing employees. It increases the 
pressure on the remaining staff, and thus organization has to deal with the loss of social 
capital (Des & Shaw, 2001). Any employee's exit from an organization affect its cost 
directly as a large amount of assets are used to select, recruit, and train a new employee 
(Dalton, Todor, & Krackhardt1982; Staw, 1980). The cost of losing a high performer 
having a high degree of knowledge, skills and abilities, can affect organization's 
performance, productivity, and service delivery. In addition to this, the turnover can also 
have a negative impact on other employees. It can disrupt their work processes and can 
increase the internal conflict among them thus generating an additional turnover (North, 
Rasmussen, Hughes, and Finlayson 2005). Turnover declines the confidence of left over 
employees. It adversely affects the functioning of an organization through loss of team 
integration and unity among workers. It also increases the in-group conflicts within 
different groups of employees thus effecting their interaction with customers. It is widely 
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believed that a large number of turnovers adversely affect the organizational 
effectiveness and disrupts the performance and productivity (Hom and Kinichi, 2001). 
Eventually, turnover among employees is a critically important issue (Hoffman, 1993). 
Turnover occurs when an employee starts preferring those firms that offer good jobs and 
better services (Kenyon and Vakola, 2003). Job attitude combined with job alternatives 
predict employee's intent to leave and are a direct antecedent to turnover (Mitchell et al, 
2001). Organizations need to look after their core competencies. They must retain the 
important workforce for their existence and post-crisis redevelopment (see Allen et al., 
2001; Lee, 2001; Nutt, 2004).Apart from job factors sometimes employees also leave an 
organization when their personal attributes do not fit with their job (Chan, 1996). This 
kind of turnover can be either voluntary or involuntary. If employees consider that they 
have equity in pay then it's not a compelling issue in turnover (Mobley, 1982). Higher 
level of satisfaction and improve morale in workers reduces voluntary turnover (Dole and 
Schroeder, 2001). Jobs that generate a significant level of conflicts — either in work or 
family or in both of them may cause an increase in the employee's propensity to leave 
due to stress. 
Turnover is aggravated by the dissatisfaction of the individual with some aspects of the 
work environment like job, co-workers or the organization. (Keaveney 1992) some 
turnovers can be functional when employees who are leaving the firm are 
underperformers while some are dysfunctional when the best employee leaves the firm. 
High turnover at various stages of an organization is a strong indicator of a feebly run 
work environment (Griffeth and Hom, 2001). Turnover in an industry is experienced due 
to stressors such as a constant demand for effective work and better outcomes It also 
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occurs due to poor management practices, especially in the areas of communication, 
motivation, and employee's feedback (Chappel and Henry 1991). Training is one of the 
factors affecting turnover as good training has a positive effect on staff retention (Thomas 
et al., 2000). The positive impact of training on employee's productivity results in a 
higher level of customer and employee satisfaction. 
The relationship of an employee with the firm is undergoing fundamental changes and 
efforts are being made in an organization for the attraction, motivation and retention of 
talented employees (Horwitz et al., 2003). Retention management is defined as "the 
ability to hold onto those employees you want to keep, for longer than your competitors" 
(Johnson, 2000). Retention factors include providing an attractive package of financial 
rewards and employee benefits. Job enhancement, career outlook, training and supportive 
work environment are the initiatives required to improve work-life balance (e.g. Allen et 
al., 2003; Anderson et al., 2002). Offering higher wages than the average market level 
will help in retaining competent workers (Akerlof, 1984; Yellen, 1984). Turnover is 
higher among younger employees (Chevalier and Ellison 1999) and (Horn and Griffeth 
1995). Today employees are difficult to retain because they give more importance to their 
own career path rather than showing loyalty towards organization. This new trend has 
resulted in an increase in voluntary turnover (Cappelli, 2001). Job dissatisfaction is an 
important antecedent of voluntary turnover (Steel, 2002).Job enrichment initiatives can 
serve as an effective means in enhancing employee retention. However managers only try 
to attract and retain talented employees who have competencies that are important for 
organizational survival (I Iorwitz et al., 2003). 
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Employees suffer from low morale, job dissatisfaction, and burnout thus developing a 
strong intention of leaving their job (Janiszewski Goodin, 2003). Therefore, there is a 
need to develop an atmosphere of equality and fairness which can be achieved by giving 
promotions to employees and involving them in decision making. Team working can 
have a positive effect on workers wellbeing. It helps in co-operation, flexibility, and 
provides balance between work and personal life. This improves employee's performance 
and reduces absenteeism (Guest and Conway, 2004). Both turnover and absence can be 
termed as withdrawal behaviours. Both these factors are responsible for the withdrawal 
from work and Person's self-expressed intentions that are the best predictor of turnover 
(Steel and Ovalle, 1984). However (Price and Mueller 1981a) argued that expressed 
intentions of leaving a job are the expressions of an emotional response toward work or 
the profession. 
Employees who want to their quit jobs show disinterest in their work and do not show 
any involvement in their job. It is the performance level of the employee, and not the act 
of quitting or staying, which determines the positive or negative nature of the retention or 
separation (Steel et al., 2002). Workers earning low wages have a greater probability of 
leaving their low paying jobs than those working on a higher-paying one (Ehrenberg 
and Smith, 1994). Employees with lower wages have shown higher turnover (Galizzi 
and Lang, 1998). Better performing high skilled workers in an organisation are motivated 
by higher pay in order to retain them for a longer period. This motivates retention as 
better performers are less likely to turnover. (Lazear 1999). 
Turnover is associated with an individual's ability to move into new organizations, which 
is vital for the future growth and development of employees. However, if turnover is 
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excessive, than it effects organizational productivity which can be decreased (Mobley 
1982). Withdrawal of the skilled employees disrupts the process of production, leading to 
inefficiencies (Alexander, Bloom, and Nuchols, 1994). Organizations today are not only 
required to recruit the employees but are also supposed to motivate them in order to 
retain the talented employees. High performers will be less likely to leave if their own 
organization recognizes and rewards their performance (Dreher 1982). Similarly, (Steers 
and Mowday, 1981) predict that high performance of employees increase their 
expectations of rewards in the form promotions or rise in salary. This can take the form 
of turnover only if those expectations are not met. Higher organizational commitment due 
to satisfactory working environment among employees lowers the turnover (Lane and 
Parkin 1998). 
Employees would likely to leave an organization when they experience an unpleasant 
environment and poor relationship with their subordinates. The quality of peer group 
relationships and work environment are related to turnover (McLaughlin1990).One of the 
reasons for employee turnover can be the peer-group relationship and work environment 
in an organization. Heavy workload can lead to job stress and burnout, which in turn 
leads to turnover (Goldsmithl997), (Horn and Griffeth1995) and (Price and Mueller 
1986). In Oder to avoid employee from doing heavy work, a large number of companies 
and industries are taking help of the analyst to find out the measures of reducing a 
workload (Clement, 1999). 
To retain employees for a longer period of time there is a need for the specific HRM 
practices like strategic HR planning, recruitment and selection and improved reward 
systems (Khandekar and Sharma2006). Turnover is motivated by the dissatisfaction of an 
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individual with some aspect of the work environment like job, co-workers, or 
organization (Lee and Mitchell. 1994). Job satisfaction and work-related outcomes play 
important role in reducing turnover. The conflict at work place can affect the 
performance of employees resulting in turnover and absenteeism (Kossek and Ozeki, 
1998). Dissatisfaction among employees regarding their job forced them to search for 
more options. The employees decide to quit if any of the alternatives available are judged 
to be better than their current situation (Mobley. 1982). 
Many turnover models include two major categories of predictor variables. 	One 
category give emphasis on job attitudes of satisfaction and commitment while the other 
accentuate easy movement reflected in perceived alternatives and job search behaviour 
(Mitchell et al., 2001). In retail sector high employee turnover may not only indicate a 
poor work environment, but also reflect the loss of experienced employees. This causes a 
negative impact on the established customer relationships. Turnover occurs when an 
employee leaves a specific job or organization permanently (Vandenberg, 1999) and 
looks for another job elsewhere. Employees' satisfaction with their work environment is 
directly related to their job satisfaction and indirectly related to turnover intention. 
People start leaving a firm because of inadequate pay, lack of encouragement, and 
pressures from extra-work imperatives. High performance work practices are positively 
related to employee productivity and service quality, and are negatively related to 
turnover (Ramsay et al. 2000). Job change is followed by the actual turnover if an 
employee looking for a job gets successful in finding a better alternative than their 
present working site. (Doisy and Doisy 2005) found that intrinsic motivators are more 
highly related to turnover than the extrinsic motivator like pay or compensation To 
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reduce turnover organization must either increase employees' encouragement for their 
current jobs or reduce their positive perceptions of alternative jobs (Coff, 1997). 
3.3 Organizational commitment 
Organizational commitment is generally described as an attachment or identification with 
the organization (Mathieu and Zajac, 1990). Such an attachment arises particularly when 
the individual believes strongly in the organization's values and goals. It can also be seen 
as an emotional response due to a positive appraisal of work environment (Testa, 2001). 
Organizational commitment can be defined as "the relative strength of an individual's 
identification with, and involvement in, a particular organization" (Mowday, Steers, & 
Porter, 1979). Organizational commitment refers to the feelings of attachment towards 
the goals and values of the organization. It is a person affective reaction towards the 
organization (Cook and Wall, 1980). 
Commitment is an internal belief of an employee. An employee remains committed to an 
organization in return for certain rewards, which can be extrinsic (salary) as well as 
intrinsic (belonging, job satisfaction). (Jernigan et al. 2002) work satisfaction not only 
refers to the satisfaction with work but also with the wider organizational framework 
within which work exists. Equity and fairness in organizational policies and procedures. 
perceived organizational support and satisfaction with job are the major determinants of 
trust in management (Albrecht and Travaglione 2003). When employees maintain their 
trust in management they are more likely to remain committed. Trust in management is 
a significant positive predictor of commitment. (Wayne et al. 1997) emphasizes that a 
positive attitude of employees depend on their assessment of how much committed an 
organization is to them. If employees perceive that their organization does not think about 
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their wellbeing than it affects their motivation, commitment and performance. In contrast, 
if employees perceive that they are supported by their organisation than they develop 
trust in their management and respond with high motivation and commitment towards the 
organization. Commitment to company's values and goals reduces the thoughts of 
withdrawal (Mowday, Porter, & Steers, 1982). 
Organizational commitment can be of four types - affective, attitudinal continuance and 
normative. Affective commitment is defined as employee's emotional attachment, 
identification, and association with the organization and its goals (Meyer and Allen 
1991). Attitudinal commitment is perceived as a positive attitude towards the 
organization thus reflecting an extent to which the employees identify with the values of 
the organization and to uphold their attachment. (Mowday et al., 1982). Whereas 
continuance commitment is depicted as a more calculative attitude towards the 
organization, maintaining the relations based on economic reasons. Normative 
commitment reflects a feeling of responsibility to continue working for an organization 
(Kanter, 1968). Affective commitment is deemed more positive for performance than 
normative or continuance commitment. The job behaviours of the employees who are 
affectively committed to the organization differ from those whose primary connection to 
the organization is based on continuance commitment. 
Employee participation across organizations is increasing (Harley et al, 2000) therefore, 
it is important to know what and how an employee gains from the workplace 
participation. Employee involvement increases job satisfaction and organizational 
commitment (Witt et al., 2000). The highest satisfaction comes with high-level of 
involvement. It occurs when employees are involved in generating alternatives, planning 
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processes and evaluating results. Employee affectivity is an important constituent in the 
evaluation of work-related satisfaction. High recognition in an organization may translate 
into a high degree of job involvement. To be successful in an organization requires a 
high level of involvement and commitment (Rogers 1995). In the workplace, it is often 
presumed that employees who are more satisfied with the physical environment are more 
likely to generate better work outcomes. Involving employees in decision-making, 
providing opportunities to advance their skills, employee empowerment, paying 
employee's desired wages, and job redesign increase their desire to remain in the 
organization and to help in accomplishing its goal (Porter et al., 1979; Mowday, Steers 
and Porter, 1979) 
Many scholars believed that decreased job security is not positive for employee 
commitment (e.g. Pfeffer, 1994; Baruch, 1998). (Kalleberg and Mastekaasa 2001) The 
impact of inter organizational job mobility bring changes in job satisfaction and 
organizational commitment. The employee's effective performance gives higher job 
rewards and, thereby provides higher level of satisfaction among them. Creating a bond 
between the organization and the workers by continuous income drives employees to 
express loyalty to their Organization, (Meyer and Allen, 1991; Boulding, 1950). The 
more an employee experience meaningful work, the more he is committed to the 
organization (Milliman et al., 2003). Sometimes employees feel insecure at work and 
hence are less committed to their employer, which decreased their productivity (Duxbury 
and Higgins, 2002; Frone et al.. 1997; HRDC, 1997). Commitment, motivation and job 
satisfaction are the integral components of 	success within an organization. Fringe 
benefits can be offered to the employees as a part of an overall reward package (Roberts, 
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1997; Terry and White, 2000). Employee's positive approach can improve commitment 
and performance at the workplace (Armstrong 1995). 
Employees with strong normative commitment morally consider it right to remain 
committed to their organization even if they are not personally satisfied or rewarded by 
the organization (Marsh and Manari, 1977). Employees that internalize their aptness of 
being loyal to their organization (Meyer and Allen, 1997) are likely to be more involved 
in theirjob than those who do not. Most managers believe that high pay is a key retention 
factor. Many workers prefer better pay or higher compensation to leave one employer for 
the other (Mathis and Jackson, 2003). Work satisfaction is a highly important factor in 
organizational studies. It is associated with a variety of constructs, such as job and 
organizational characteristics. Large organizations can provide their employees better 
probability for progression and higher wages and hence ensure organizational attachment 
(ldson and Feaster, 1990). Job satisfaction results in improved co-worker relationships 
which in turn lead to higher level of commitment. The employee's satisfaction level 
depends on factors such as focused teamwork, empowerment, organization commitment, 
employee commitment, and perceived ,job security. Organizations are now providing 
training to their employees. They Increase employee skills set motivation which results in 
higher productivity and knowledge transfer of their employees (Oosterbeek, 1998; Pate 
and Martin, 2000). In general, job-related training increases an employee's ability to 
perform job-related tasks (Acton and Golden, 2003). Training the employees has resulted 
in improving their skills and increasing the professionalism which in turn leads to the 
satisfaction and increase in employee's commitment to the organization (Bushardt and 
Fretwell, 1994). Organizations are now insisting on higher performance and more 
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commitment from their employees, which is converting into expectations o working for 
longer hours and giving preference to work over personal life (White et al., 2003). 
There is a significant and positive relation between job satisfaction and organizational 
commitment. Salary and job enrichment are directly related to job satisfaction while job 
stability is positively related to employee commitment and negatively related to turnover. 
The relationship between job satisfaction and turnover intentions was mediated by 
employee commitment (Roberto Luna-Arocas and Joaqui'n Camps 2008). The Human 
Resource practices have a direct and positive effect in raising workers' job satisfaction, 
(Alina Ileana Petrescu, Rob Simmons 2008). Employee satisfaction, work conditions and 
expectations form the working place along with higher intrinsic motivation and 
orientation helps in the retention of employees (Kathryn Gow, Chantelle Warren, David 
Anthony and Connie Hinschen 2008). 
Organizational development reflects the importance of workers' trust on their workplace 
which helps in sustaining the individual as well as organizational effectiveness 
(McAllister, 1995). The majority of theorists working in the area of motivation argue 
that, there is a certain link between motivation job satisfaction and employee 
commitment to the organization (Lok and Crawford, 2004; Pool and Pool, 2007) .Various 
attempts have been made to identify variables that may influence the level of 
commitment (Chugtai and Zafar, 2006; Mohapatra and Sharma, 2008). (Kumar and Giri, 
2009) there are different patterns of relation between organizational commitment and 
tenure across employment stages. Employee's work attitudes differ across various career 
stages (Mehta, Anderson, and Dubinsky, 2000; Suliman and lies, 2000). Higher 
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opportunities are related to a wide range of organization's behavioural outcomes, which 
reflect attitudes toward work and work environment. 
Employee commitment is as an employee's adoption of, or identification with an 
organization's values, involvement and loyalty (McElroy et at., 1996; Morrow, P.C. and 
Mullen, E.J.Anderson and Martin 1995). Employees usually show a high level of work 
commitment initially that reduces after few years and increase only if employees get 
promotion. Organizational commitment increases when an organization expresses its 
expectations with the employees (Hartmann and Bambacas 2000) This in turn may 
increase the employee's effort and feelings of obligation. Employees when treated fairly 
and respectfully, feel that they are considered as valuable emotional and intellectual 
beings (Kim and Mauborgne, 1998), and not just °human resources''. On feeling this 
recognition, they experience lower level of stress and burnout, and state greater job 
satisfaction (Adams et al., 2003). Employees also experience a sense of psychological 
and emotional safety (Brown and Leigh, 1996; Burroughs and Eby, 1998) and so trust the 
organization and its employer. Thus in response, they began to develop a sense of duty 
and willingness to perform with more cooperative and encouraging actions. They try to 
do their job responsibly with greater loyalty, commitment, enthusiasm, and productivity, 
thus contributing to organizational performance (Settoon et al., 1996). Leaders in 
organization play a vital role in promoting organizational commitment and its 
consequences for individual and organizational performance (Fry, 2003; Fry et al., 2005). 
They can do so by respecting the inner life of their employees, carrying out appropriate 
job designs allocating meaningful tasks, and creating a sense of joy by being fair and 
trustworthy. 
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Employees with high income are likely to express commitment to their organization as 
high income acts as a motivator. Income is one of the strong indicators of employees' 
intention to remain within the organization (Ike-Elechi Ogba 2008). There are number of 
reasons why employees leave organizations. Some leave to avoid negative work 
environments; some workers are lenient towards their career goals, and some employees 
quit for the opportunities that are more attractive financially. Sense of achievement that 
results due to accomplishing high performance is a powerful motivator among employees 
(Komaki et al., 1991). The relationship between job satisfaction and turnover has been 
established a long ago by the previous studies (Spector, 1997). When the job satisfaction 
level is low, the worker will tend to develop a feeling of intention to quit leading to a 
high turnover. 
Job stability has a great impact on employee's commitment, Salary, an important staff 
retention tactic, is proved to be very effective in turnover intention in both direct and 
indirect ways. Insufficient salary can be one of the reasons for the employees to leave 
their job (Webb et al. 2004). Motivation plays an important role in employee's positive 
approach towards organization. However Job dissatisfaction prompts turnover cognitions 
and the desire to escape the job environment (Hulin, 1991; Mobley, 1977; Porter & 
Steers, 1973). The job insecurity associated with reformation and downsizing 
environment is viewed as an occasion to pursue career opportunity elsewhere (Bennet et 
al., 1995). 
A positive, satisfying work environment increases employee's desire to stay in the 
company. The organization's action enhances the level of employees' trust on it. 
"(Meyer and Allen 1991) caution that not all forms of commitment are alike and that 
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organizations, concerned with keeping the employees by strengthening their 
commitment, should carefully consider the nature of the commitment they install" 
(Meyer et al., 1993). It is not only the nature of commitment that reckon, but also the 
nature of performance (Angle and Lawson, 1994; Suliman and lies, 2000). 
Organizational commitment considers the relative strength of an employee's recognition 
and their involvement with the organization. It consists of three related factors: 
acceptance of the organization's goals and values; willingness to exert effort on behalf of 
the organization; and desire to remain with the organization (Roozen et al., 2001) 
3.4 Turnover intention 
"Turnover intention has been identified as the immediate predecessor for turnover 
behaviour (Mobley et al., 1978; Tett & Meyer, 1993).An individual's turnover intentions 
can be described as an emotional response to specific organizational conditions. Intent to 
quit is mainly the final step in the decision making process in which employee considers 
quitting and searching for the alternative employment (Tett and Meyer, 1993). A 
worker's intention to leave an organization involves a complete thought of quitting the 
organization. It has been recognized that the identification of variables associated with 
turnover intentions is considered as an effective strategy in reducing actual turnover 
levels. Job stressors, lack of job satisfaction(Moore, 2002), lack of commitment to the 
organization are some of the reasons that contribute to employees' intention to quit their 
jobs; (e.g. Greenhaus and Beutell, 1985; Igbaria and Greenhaus, 1992; Kahn etal., 1964; 
Leong et al., 1996; Lum et al., 1998; Peters el al., 1981; Rahim and Psenicka, 1996). 
(Sager et al. 1998) consider the turnover intentions as decision that intervenes between an 
individual's attitudes regarding a job and whether they should stay or leave. . It has been 
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effectively mentioned in previous studies that behavioural intention to leave is always 
correlated with turnover (Fox and Fallon, 2003). 
Employee's withdrawal is a process (Mobley 1982a) which contains constructs of 
withdrawal intentions that is thinking of quitting, intention to search and intention to quit 
as well withdrawal behaviours. The constructs of intention to quit and thinking of quitting 
are the components of employee withdrawal intentions (Griff'eth et al., 2000). There is a 
significant support for the notion that intention to quit is probably the most important and 
immediate precursor of turnover decisions, it is more likely that withdrawal intention 
from work will be developed much later than withdrawal intentions from an organization, 
because it is an easier decision to leave an organization than it is to leave an occupation 
(Blau, 2000). Job satisfaction itself is a multidimensional thus it becomes important to 
find out which aspect of job satisfaction have more effect on a sales person as they 
decide to quit their present organization. 
Employee motivation and work satisfaction are proved to be significant in reducing 
employee's intention to quit. High involvement in the job would lead employees to 
develop a high degree of involvement in their organization. Job satisfaction and 
organizational commitment (affective and continuance) are strong direct predictors of 
turnover intentions.( Horn and Griffeth 1995). When the overall job satisfaction level is 
sufficiently low, the person will develop a behavioural intention to quit the job and find 
alternative employment. Intention to quit is probably the most important analyst of actual 
turnover and is described as individual's belief that whether they will stay with or leave 
the organization in which they are currently employed (Elangovan2001). 
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Work-family conflict mediated the impact of role overload on turnover intentions (Boyar 
et al. 2003). Job satisfaction and job security is an indicative of individual's intent to quit 
(Liou 1998).Employee's intent to leave the job varies inversely with theirjob satisfaction 
and commitment (Jaros, 1997; Vandenberg, 1999). Employees who are offered 
challenging, exciting and interesting work tend to be more involved and satisfied. 
Employees who are committed to their organization do not intend to leave their working 
place (Workman and Bommer, 2004). As long as an organization is meeting up the 
employee's expectation and shaping up their carrier, the employee will keep on 
responding by showing greater commitment and lower turnover intention (Chen et al., 
2004). Role conflict is related to job stress and burnout however job satisfaction, along 
with job stress, is related to an inclination towards quitting their jobs (Polowek, 1996). 
Low turnover intention is significantly and inversely connected with high trust in 
management (consistent with Costigan et al., 1998; Tan and Tan, 2000). 
Intention to leave is a key predictor of actual leaving and most of the time it is accurate 
(Zenger, 1992) as employee quit due to dissatisfaction in work. Career opportunities at 
other place appear to be one of the reasons of employees' intentions to leave as there is a 
significant relationship between career incentives and intentions to stay (Hsu et al., 
2003). Previous work supports the difference between two types of complex 
organizational withdrawal constructs: work and job (Hanisch and Hulin 1990, 1991). 
Work withdrawal includes employees' behaviour to either avoid certain aspects of work 
or to reduce the time spent on tasks while maintaining their organization and work role 
relationship. Job withdrawal, on the other hand, includes employees' cubit to leave their 
organization and work role. 
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3.5 Job satisfaction 
Job Satisfaction is defined as "a pleasurable or positive emotional state resulting from the 
appraisal of one's job orjob experiences" (Locke, 1976, p. 1304). Satisfaction with work, 
pay, promotion, co-workers, leads to an overall job satisfaction. Work is an important 
part of the employee's life. It is represented by a belief that employees, who are more 
satisfied with their work experience and environment, will stay longer (Spector, 2000). 
Job satisfaction occurs when an employee attends work regularly, and performs at an 
optimal level (Porters & Steers, 1973). Job satisfaction generally implies a positive 
evaluation of work as well as a positive effect obtained from the assessment of one's job 
experiences (Locke, 1976, p. 1300). Job satisfaction is considered as a function that 
counterpart between the rewards offered by the work environment and the individual's 
preferences for those rewards (Cheney and Scarpello, 1986). (MeNeese-Smith, 1997; 
Kangas et al., 1999) Job satisfaction can be said as an employee's approach to the job in 
general as well as satisfaction with certain facets such as supervision, pay, opportunity 
for advancement, and morale. Job satisfaction is defined as "a positive attitude towards 
one's job" (Daft, 2003, p. 483). Job satisfaction is simply how people feel about different 
aspects of their jobs. It is the extent to which people like or dislike their jobs (Spector, 
] 997). 
Employees have the skills and knowledge to carry out necessary work separately. It 
directly affects the quality and nature of their work (Parker et al., 1997; Patterson et al., 
2004). (Good et aL 1988) reports, "work-family conflict is related to lower job 
satisfaction and tendency to leave the job among retail managers". Providing career 
opportunities, treating employees fairly and considering employees needs are measures 
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through which management can reverse the trend of decreasing employee commitment 
(Price 1990) and can increase the job satisfaction. Motivating factors in the working 
environment result in job satisfaction of the individual while protective ones dissatisfy 
them (Herzberg et al., 1969). Job involvement is '`a belief' descriptive of the present job 
and tends to be a function of how much the job can satisfy one's present needs" 
(Kanungo 1982, p. 342). It appears to demonstrate a moderate level of stability (Morrow, 
1983). Employees may simultaneously experience varying degrees of work commitment 
towards different aspects of a work setting. (Morrow 1993) identified five universal 
forms of v%ork commitment: work beliefs, career commitment, job participation, affective 
organizational commitment, and continuance organizational commitment. Commitment 
is even more critical in the time of recession in which employees often find themselves 
locked up in a particular work setting. 
Negative work attitude plays a central role in the models of turnover. Job dissatisfaction 
was predicted by organizational atmosphere, organizational influence and job restriction 
(Bogg and Cooper, 1995). Job satisfaction is closely related to the organizational 
commitment and turnover. When employees perceive their performance ratings to be 
based on political factors rather than performance, they are likely to get engaged in 
withdrawal cognitions such as intention to quit. Voluntary turnover is of great interest for 
organization. 	Excess turnover leads to a loss of social capital and also effects 
productivity (Dess and Shaw 2001). A wide range of factors have been found useful 
when it comes to interpreting employee turnover. These include commitment and job 
satisfaction (Horn and Kinicki 2001). There is a relation between job satisfaction and 
turnover. Satisfaction with job is negatively related to turnover (Lucas, Babakus & 
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Ingram),In other words it can be said that the employees who understand and are satisfied 
with their job arc less likely to leave. Job dissatisfaction make employees think about 
quitting which in turn leads to turnover. Job satisfaction and organizational commitment 
are negatively related to turnover intentions. Role conflict and role ambiguity may be the 
most important predictors of job satisfaction in many work settings. When an employee is 
experiencing a conflict between work and family, satisfaction with the job in general and 
the actual work itself suffers the greatest decline. Evidently, trying to juggle conflicting 
responsibilities makes the job less enjoyable. Level of job satisfaction plays a major role 
in almost all turnovers (Lee and Chen, 1999). 
(Katz and Kahn 1966, 1978) refer to the impact on the employee's working-life if their 
roles are not managed affectively. The employees are thus likely to develop dissatisfaction 
and lower levels of commitment. According to (Bussing et al. 1999) a person builds up 
work satisfaction as a result of steady relaxation occurring by meeting expectations and 
needs while indistinct dissatisfaction is a result of unsatisfied needs and expectations. The 
pay, work organization and work conditions are important in shaping job satisfaction 
(Maertz and Griffeth, 2004). Job satisfaction refers to an employee's overall assessment of 
his or her work and work-related experiences, which is influenced by an individual's 
values, ideals and beliefs (Chan et al., 2004). 
The measurement of job satisfaction is important as "organizations with satisfied 
employees lead to satisfied customers" (Rust et al., 1996). There is a need for creating a 
working environment where employees feel committed and perform better (Ramlall 2004). 
Jobs including variety of tasks for employees with multiple abilities improve satisfaction 
and thus increase employee's retention. Employees' satisfaction refers to the positive 
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evaluation of work situation by the employees and to the positive morale in the workplace 
(Locke 1976). People who are in a positive frame of mind are more likely to be altruistic. 
helpful and understanding (Motowidlo, 1984).For an overall satisfaction of employees, it 
is important that factors like job satisfaction, self esteem and support of supervisor should 
be there. Employees' level of satisfaction with their career development and their 
perceptions of fairness towards the pay increases their morale and so the job satisfaction 
arises among workers. 
Organizations can successfully measure the factors which influence job satisfaction. 
These factors may strengthen employee's morale and provide positive outcomes for their 
organization. (Lee 2006) recognizes that satisfaction does not always correlate with 
higher expectations. The status of Physical environment below the expectation level leads 
to dissatisfaction. Increase expectations do not amplify satisfaction levels. Job 
satisfaction for an individual has been associated with the decision-making process. 
Support from co-workers and supervisors, job variety, low stress, fair treatment, good 
pay, promotion opportunities and job security (Travaglione and Marshall, 2000) make 
employees satisfied. 
Job satisfaction is a general attitude of the employee towards their job. It is directly 
attached to the individual needs which include challenging work, equitable rewards and a 
supportive work environment and colleagues (Ostroff, 1992). Organizations with a 
culture that is mainly supportive in nature are likely to have a higher level of employee's 
job satisfaction and organizational commitment. Employees' behaviours have been 
differentiated conceptually into in-role and extra-role individual behaviour. These 
behaviours expand beyond the standards that are normally predicted by the employers 
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(Organ, 198S). As the employees are committed to the organization, they are capable of 
making an effort further than what is expected from them in order to contribute to the 
interest of the firm (Mackenzie et al., 1998). (Rogers et al. 1994) believed "it is very 
unlikely that the employees will deliver an exceptional service when they are not 
satisfied with their work". 
People are said to experience job satisfaction when their work matches their needs and 
interests, when working conditions and rewards (such as pay) are satisfactory, and when 
the employees like their co-workers (Daft, 2003). Job satisfaction is a goal in itself and 
also an alternative for an organization's capacity to retain and motivate its employees. 
Job satisfaction reflects somewhat employees reactions toward their opportunity within-
organizational advancement (Schneider et al.. 1992). Therefore, when employees 
perceive their performance ratings, to be a political reflection rather than performance 
based, they are likely to experience job dissatisfaction. Job satisfaction implicitly values 
everything relevant to employees for their job appraisal. 
Job satisfaction can be classified as either intrinsic or extrinsic. Intrinsic sources depend 
on the individual characteristics of a person, such as attitudes. Extrinsic sources are 
situational, and depend on the environment, such as workplace climate (Luchak 2003). 
Satisfaction is seen as a result of organizational conditions (e.g. Podsakoff et al., 1996). 
Satisfaction with communication is correlated with high levels of both job performance 
and job satisfaction (Chien, 2004; Requena, 2003; Coopman, 2001; Llozor et al., 2001). 
Lower levels of satisfaction in jobs may suggest, as a possible outcome, a move to 
another job or place of employment (Burdett and Mortensen, 1998). Empowerment is, 
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fundamentally, a motivational process by which an individual experiences a sense of 
enablement towards organization. 
3.6 Supervisor support 
Supervisor Support is an important aspect which needs to be converse in measuring 
employees' satisfaction. It is defined as the amount to which the employees get this 
impression that how much their superiors concern about their well-being, value their 
offerings and are generally supportive (Eisenberger et al., 2002). Previous Research 
works have shown that employees who think that their managers are supportive are more 
likely to be committed to their organizations (Johnson etal.. 1990). A good relation with 
Supervisor shows impact on job performance, career development and also a tine 
interaction with other co-workers and managers (Dixon-Kheir, 2001). To create 
satisfaction among their employees Managers should aim to maintain the relationship of 
commitment and trust, among them. Employees who are more satisfied with their job 
experiences and working environment will tend to stay longer (Spector, 2000). 
Supervisor support is the best analyst ofjob satisfaction and intention to quit (Munn et al. 
1996). Employees' belief that supervisor support also represents organizational support, 
would increase with employees' perceptions concerning (a) The organization's positive 
valuation of the supervisor's contributions and its concern about the supervisor's well-
being (b) The supervisor's influence in important organizational decisions, and(c) The 
autonomy and authority of the supervisor in his or hcrjob responsibilities. 
Employees are more likely to remain in an organization, if they believe that the 
organization and management is committed to form encouraging working environment 
(Eisenberger et al.1986). Managers also have the responsibility to find out the reasons 
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that reduce effectiveness and to make the appropriate decisions to improve the situation 
(Swart et al., 2005). Effective leadership can usually generate highly satisfied and 
motivated followers. Managers, like effectual leaders, need to share power and 
responsibility with their employees. Empowerment is concerned with trust, motivation, 
decision making, and on the whole, breaking the inner limitations between management 
and employees as "them' and `its" (Liden and'fewksbury, 1995). 
Retail managers can establish effective interaction with salespeople to make out and 
clarify the areas of ambiguity. The healthy Communication between managers and their 
retail salespeople is related to a lesser role of ambiguity (Johlke and Duhan, 2001). 
Interaction between employees and managers is an important feature in achieving service 
quality. Employees wilt feel more involved and satisfied when they better understand 
their services (Dienitart et al., 1992). Lack of strong management and leadership skills 
affect the store and employees' productivity. Thus reducing the staff motivation and 
ultimately leading to lower profits. Support is significant in development and improving 
performance. With proper support, the employees can deal with hardships, can develop 
themselves, and can overcome challenges to being successful (McCauley and Van 
Velsor, 2004). Employees will stay longer with a company if they sense the atmosphere 
of supervisory-support where supervisors and managers supports and care for the 
development and well-being of their employees (Fuller et al., 2003; McComb et al., 
2004), Lack of motivation, manipulations of performance, ratings arising from personal 
bias, have negative effect on job satisfaction and increases turnover intentions which 
further lead to quitting of jobs (June M.L. Peon 2004). Supervisors in various workplaces 
understand the stressor feel by the employees and therefore play a vital role in reducing 
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stress and feeling of intention to quit. Manager consideration influences job stress by 
reducing role conflict (Sager 1994). 
Employees with higher supervisor support are more likely to have a greater commitment 
towards their organization. However, individual learning and performance orientations 
act as a moderator (Todd J. Maurer, Michael Lippstreu 2006). Employees moving 
decision depends on developmental opportunities provided by the organization along 
with the support in their career development (3. Bruce Prince 2005), Relatively low 
wages, heavy workloads, lack of authority, long working hours, difficult working 
conditions, time pressures, and a lack of support from senior management (Senor, 2001) 
have adverse effect on employees. Both leadership and organizational culture can cause 
positive effect on job satisfaction. Moreover, increase in salary and job status can reduce 
voluntary turnover (Wei Zhao, Xueguang Zhou 2008). 
To keep excellent talents, there is a need of developing employee's potential by giving 
training and also by performing innovation encouraging activities (Su-Chao Chang, 
Ming-Shing Lee2007). Positive outcomes among employees are reinforced by their 
manager when they appreciate the employees' work. Workplaces where the trust and 
respect are the dominant characteristics less stress and greater productivity are reported 
(Davis and Landa, 1999). Despite the fact that a lack of rewards and recognition can lead 
to burnout (Maslach et al.2001), any appropriate recognition and reward can lead to 
employee engagement. When employees receive rewards and recognition from their 
organization, they feel obliged to respond and have higher levels of commitment. 
Supportive environments give employees the courage to experiment and try new ideas 
without fear of the consequences (Kahn, 1990). Supportive supervisors' relations with 
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employees are positively related to employee satisfaction (May et al. 2004). Their support 
is important for the employees as "supervisor support mitigated work stress" (Cullen et 
at. 1985). Managers are needed to be viewed as being supportive and willing to be 
flexible. Such attention has the capability of creating a sort of Hawthorne Effect (Miller, 
1995) causing better performance and job satisfaction 
Managers who influence their workers attitudes, directly or indirectly, help them in self-
control. They encourage them to develop their performance standards and to conduct a 
self- evaluation of their own behaviour. Managers can increase the level of commitment 
in the organization. For an overall employees' satisfaction, there is a new of the 
favourable working environment, benefit scales and employees' inputs in the 
organization. (Ali Mohammad Mosadegh Rad, Mohammad Hussein Yarmohammadian, 
2006).Managers' support lead to a more favourable climate in the organization and form 
a stronger association between job satisfaction and organizational behaviour (Hian Chye 
Koh and El'fred H.Y. Boo 2004) In an organization, there are both intrinsic as well as 
extrinsic factors (Herzberg et al., 1959). The term intrinsic refers to the content or 
motivators, including achievement, advancement and responsibility. In contrast, extrinsic 
factors refer to the working conditions and rates of pay. Support of co-workers and 
supervisors are one of the important factors that can be used to reduce stress in working 
environment, (Karasek and Theorel 1990). 
Managers must recognize that employees are the major contributors to the resourceful 
achievement of the organization's success (.Abassi and Hallman, 2000). However 
dissatisfaction among employees is not healthy for the organizations because in this way 
they can lose their skilled workers (Bannister and Griffith, 1986; Glebbeek and Bax, 
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2004). There is a complicated relationship between retail industry and its employees. In 
order to retain them, the organization should aim at enhancing their work attitudes. 
Moreover, managers should keep in mind the valuable use of the HRM practices, which 
can further reduce the withdrawal behaviour (Karin Falkenburg, Birgit Schyns 2007). 
Employees who have quality relationships with their managers have more desire to 
support any change in the organization and to take part in achieving the goals. In 
addition, managers must recognize when the employees feel a sense of role autonomy, 
thus committing more positively to the work place (Janet, Turner, Parish, Paul, Busch 
2008). The behaviour and attitude of the supervisor is one of the main components of job 
satisfaction. Managers can utilise the performance enhancement activities that have an 
impact on the individual employee's performance. 
Managers can create a more positive environment where employees can flourish and 
increase their feelings of wellbeing at work (Tehrani et al. 2007). In fact managers, who 
set performance standards, are more well-informed about employees' performance. 
fhus they can easily provide accurate informal feedback on performance strengths which 
can significantly improve individual's performance. The results suggest that the comfort 
at work can certainly contribute to employees overall sense of contentment which get 
displayed in their work, attitudes and behaviour (Peccei, 2004). This provides managers 
the understanding of employees' commitment, job satisfaction and work-life balance 
satisfaction. On seeing the flaws, managers can give the required suggestions for 
improving and developing employees' performance. When employees perceived that 
their work is valued and their individual contributions are rewarded fairly, they develop 
trust in management (Blau, 1964). In other words it can be said that when managers 
provide feedback that is voluntary, detailed, immediate, and constructive, then it 
influences employees' performance. Management maintains the positive relationships 
among workers. This can be surrounded into the organizational climate through 
promotion, development of trust and involvement amongst workers (Rogers, 1995).The 
vast majority of employees seek to learn and grow in doing day-to-day work. They want 
their managers to create a teaming environment in the organization so that it helps to 
increase their work knowledge. 
3.7 Burnout 
Burnout is described as a state of physical, mental., and emotional fatigue which affects 
one's work. It mainly occurs due to the organizational stress. "Burnout is commonly 
associated with a lack of control over work conditions and practices, and occurs due to 
lack of organizational trust" (Laschinger et al. 2001),It is also connected with low 
organizational commitment (Leiter and Maslachl988). Job burnout occurs when 
employees started feeling that they are not being able to get out from their work load. It 
thus takes form of physical, emotional, and psychological response to work-related stress, 
and cause "burnout" (Houkes et al. 2003). Lack of clarity of roles and tasks also emerged 
as a source of burnout. Stress in work leads to the emotional tiredness, that is, a feeling of 
being overextended and drained from one's work. High Work load has been related to 
higher levels of stress and burnout as workers are put under increasing pressure to give 
desired results (Altbach, 1995; Gillespie et al., 2001). 
Burnout manifests itself as a condition consisting of emotional exhaustion, depression 
and a reduced sense of personal accomplishment (Maslach et al., 2001). Customer 
services like retail sector often experience the problems of role conflict, role overload, 
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and role ambiguity (Singh et al., 1994; Witt et al., 2004). Increase Job demands have a 
huge impact on burnout which indirectly show the way to increased absenteeism (e.g. 
Bakker et al., 2003a) and effect organizational performance (e.g. Bakker et al., 2004). 
Work-related factors have been considered as predictors of burnout, including emotional 
strain and lack of feedback (Lee and Ashforth, 1996). Job dissatisfaction has often been 
interpreted as one of the significant facets of the increase in stress and burnout (Happell 
et al„ 2003). Thus it has been empirically identified as a major work-related burnout. 
It has been found that outcomes of burnout are either negative attitude towards job or 
lack of growth. Role stressors are one of the major causes of burnout (Urn and 
Harrison1998). It takes place when employees feel disappointment with their work. This 
discontented reduces quality of job performance and as a results employees loose interest 
in their occupation It has been found that role ambiguity and role overload provide a 
great deal of emotional exhaustion which collectively results in job burnout. The decision 
to quit the job is taken by the employees due to the factors which lead to burnout and 
increase the feeling of intention to quit (Ramudu Bhanugopan, Alan Fish 2004). Work-
family conflict increase the stress as the workers with overloaded high job role are 
subjected to more work-family conflict and thus to the higher burnout (Bacharach et al. 
1991). Dissatisfaction and feelings of exhaustion are intensified by heightened work 
pressure and role conflict (Viswesvaran et al., 1999). Work conflict is associated with 
work consequences such as organizational commitment, job satisfaction and intention to 
leave the organization (Netemeyer et al. 1996). 
In working environment, threat of burnout is highest when job demands are high and job 
resources are low (Demerouti et al., 2001). Job standardization does not show the way to 
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job burnout but, as an alternative, allow employees to well handle a variety of work 
demands and interaction which considerably reduce work load. Increase job 
standardization reduces job burnout indirectly (Yih-Ming Hsieh and An-Tien Hsieh 
2002).There is a need of considering employees expectations about their roles, duties, 
and rights in the organization. Feeling of frustration and perception of role and goal 
conflict among participants arises due to the lack of manager support (Abubakr M. 
Suliman 2005). Role ambiguity, a lack of understanding about job responsibilities or a 
lack of role clarity (Shepherd and Fine, 1994) predictably reduces job satisfaction. 
Role ambiguity also plays a main role in job satisfaction and turnover as it is indirectly 
related to job satisfaction (Cummings, Jackson, & Ostrom). However some research 
works have shown that job satisfaction is indirectly related to burnout. Higher the job 
satisfaction, lower is the level of burnout (Nikolaos Tsigilis and Athanasios Koustelios, 
Aspasia Togia 2004). Job-related stress and emotional stress increase the feeling of 
burnout. Thus there is a relation between stressors and stress outcomes as high levels 
stress result in low level of job satisfaction (Sheena Johnson, Cary Cooper 2005). Job 
strain is perceptible in situations where the individual is offered with high-stress situation 
and has a little control over the responses (Karasek and Theorell 1990) However role 
ambiguity do not have a significant effect on emotional satisfaction. 
3.8 Stress 
Stress is a mental and physical condition that directly and unconstructively affects an 
individual's productivity, efficiency, personal health, and quality of work. Stress may be 
described as a reaction brought by various external actions (Selye, 1976) and can be 
viewed as a positive or negative experience. (Fontana 1989) defines stress as "a demand 
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made upon the adaptive capacities of the mind and the body". Role stressors, role 
conflict, role ambiguity and work family conflict are the types of stressors that directly 
influence job-related tension and job satisfaction, and have a tendency to cease the 
employment. Work related stress has the potential to affect the performance of employees 
at all levels. The performance, if get affected beyond a point, have a negative impact on 
the employees working in the organization (Brymer, 1982). 
Job stress can be defined as an employee's feeling of personal dysfunction as a result of 
the happenings in the workplace or due to the uncomfortable atmosphere in the 
employee's instant workplace environment (Montgomery et al., 1996).Stress is 
extensively viewed today as the physiological response which occurs when individuals 
come across a threat or challenge in the individuals' perception (Cranwell-Ward 1998). 
(Cartwright and Cooper 2002) emphasize that "growing research evidence suggests that 
the most effective way in which organizations can reduce workplace stress is by 
eliminating or modifying the sources of stress inherent in the work environment". Stress 
may affect employee health and their inability to cope with working situations, causing 
work performance and relationship strains. For organizations, stress causes an increase in 
higher turnover. 
Stressors are defined as the "antecedent conditions within one job or the organization 
which require adaptive responses on the part of employees" (Jex and Beehr 1991). Job 
strain is a reaction resulting from the experience of stressors and may be classified into 
three areas: psychological/emotional, physical, and behavioural (Jex and Beehr, 1991). 
Person's ability to deal with highly stressful situations has certainly been proposed as an 
important determinant of adjustment and performance (Black, 1988). Organizational 
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changes can be a very stressful experience for employees (Elord and Tippett 2002). Role 
conflict and role ambiguity negatively affect the employees' attitudes towards 
organizational changes and job satisfaction (Yousef 2000). 
Job-related uncertainty about job security, promotion opportunities, changes in the work, 
increase stress among employees (Bordia et al., 2004). Role stress is the main facet of 
employees' job-related functions (Hartenian and Hadaway, 1994). However, if 
predictable and perceived roles differ, role stress can result in its effect on job 
performance. Role conflict refers to a "collection of roles that do not precisely fit" 
(I land\,, 1985). It was negatively related to increased job performance (Flaherty et al. 
1999). Irrespective of occupation or status, the most noticeable reason of stress at work is 
,'sheer overload" (Statt, 1994). If managers have too many expectations from employees 
to give better results, they would not be able to respond effectively to the demands 
(Black, 1988). Role overload will have a negative influence on work role modification. 
Role overload has been found to be negatively associated with successful role 
alteration and has a negative impact on expatriate adjustment (Tung, 1982). This might 
reduce the employees ability to implement the job satisfactorily thus making it difficult to 
adjust. Moreover, employees encountering role conflict may show the way to 
psychological withdrawal from the job, leading to reduced job performance (Bettencourt 
and Brown, 2003). Lack of understanding about job responsibilities and knowing what is 
expected in terms of one's job performance is recognized as role ambiguity (Rizzo et al., 
1970) or a lack of role clarity (Shepherd and Fine, 1994). Role ambiguity refers to the 
insecurity on the part of employees, about not knowing the key requirements of their 
jobs, and how they are expected to behave in those jobs (Baron, 1986). 
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Employees ho experience stress in their work tend to perform at lower levels with the 
increase in their withdrawal intention (Bhuian et al., 2005). When worker feels that they 
lack the required skills to complete an assigned task, they are considered to be 
experiencing qualitative role overload. Role conflict and role ambiguity are related 
negatively to job satisfaction. Analyzing the impact of role conflict and role ambiguity it 
was concluded that role conflict and role ambiguity are associated with low satisfaction, 
absenteeism, low involvement, and tension (Schuller et al. 1977). (Beehr et al. 1976) role 
stress is related to the dissatisfaction with work. (Boles and Babin 1996) suggested that 
increased role conflict and role ambiguity reduces the job satisfaction among customer-
service employees like in retail sector. (Kahn et al. 1964) role stress has consequences on 
the variables like job-related tension, emotional reaction etc. 
Role is a set of responsibility generated by the "significant others" and the individual 
occupying an office. It refer to a set of functions one execute in response to the 
expectations of the "significant others", and one's own expectations from the position 
they hold in an organization (Pareek, 1993). Aspects of the work itself can be stressful, 
namely work overload (DeFrank and Ivancevich, 1998), and role-based factors such as 
lack of power, role ambiguity, and role conflict The quality of the social environment in 
the workplace is associated with stress and also the conflict between home and work. 
The work impact on personal relationships is stressful (Sparks and Cooper, 1999). 
Negative effects include reduced efficiency, decreased capacity to perform, dampened 
initiative and reduced interest in working, results in employees' withdrawal behaviour. 
Whereas quantitative "role overload" is when an individual finds it difficult to complete 
an assigned task within a stipulated time (Maslach and Jackson, 1984, Kahn, 1978; Pines 
w 
fi 
	'4(5,,..... 
 f 7 
ti  
and Maslach, 1978). (Schwab and Iwanicki 1982) assert that "role ambiguity" and "role 
conflict" were significantly related with "emotional exhaustion". 
Job burnout has three elements, namely exhaustion, cynicism and inefficacy. Job 
characteristics, namely role overload, role ambiguity and role conflict have been found to 
be associated with job burnout. Role stress and role overload is experienced when the 
individuals face too little time, resources and capabilities to accomplish their role (Rizzo 
et al., 1970). It is therefore apparent that role conflict and role ambiguity are two of the 
most common characteristics of the work surroundings that affect job satisfaction. (Frone 
of al. 1997) note that both a time-based and a strain-based role overload leads to work-
family conflict. The time-based antecedent argument is based on the notion that there is 
too much to accomplish in too short a time (Grcenhaus and Beutell, 1985). From a strain-
based perspective, role overload is likely to cause high levels of physical and 
psychological fatigue (Frone and McFarlin, 1989). 
Stress and burnout has been shown to be related to depression, poor performance, 
absenteeism, and turnover (Cordes and Dougherty, 1993). Adverse effects on individual's 
well-being can often be far reaching and result in organizational outcomes such as 
absenteeism, reduced productivity and increased turnover. An employee may be more 
susceptible to negative effects from stress (Burke, 1994; Sager, 1994) which is associated 
with work-family conflict (Bedeian et al., 1988). Work-family conflict is "a form of inter 
role conflict in which the role pressures from the work and family domains are mutually 
incompatible in some respect" (Greenhaus and Beutell, 1985,). Inter-domain conflict 
between work and family has become a major concern for employers. The conflict is 
generated in the families as work intrudes into family life and vice-versa (Williams and 
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Alliger, 1994). High job stress has been proposed as one cause of job dissatisfaction 
(Gavin et al., 1985). The initial effects of job dissatisfaction may include increased 
absenteeism and/or psychological withdrawal. The end result of high levels of job stress 
is the increase in job turnover. This causes a negative impact on the efficiency, 
effectiveness, and staff morale. 
Job stressors can relate to job demands a person cannot meet or the lack of sufficient 
resources to meet job needs (French and Caplan, 1972). The most significant stressors are 
the work overload, role ambiguity and conflict, career progression and the diverse range 
of personalities that are encountered in their work environment (Colborn, 1994). 
Employee will experience stress and dissatisfaction when the role expectations embedded 
in one of their work roles differ. (Noor 2004) in particular indicates that role-conflict in 
the workplace can occur under three conditions. The first is where the time needed to 
fulfil one role leaves insufficient time to devote to other roles. The second is where the 
stress occurring by fulfilling one role makes it difficult to meet the requirements of 
fulfilling another. The third is where specific behaviours associated with one role make it 
difficult to meet the requirements of another. Due to the impact of organizational 
commitment on turnover intentions and job performance, academicians have placed 
special attention on the effect of various stressors on organizational commitment (e.g. 
Benkhoff, 1997; Brown and Peterson, 1993). 
Empowerment is considered as an effective buffer against stress. It provides individuals 
with important resources such as autonomy, participation in decision-making and a sense 
of competence, which help them cope with stressful events (Hobfoll, 1989; Spreitzer, 
1995; Spreitzer et al., 1997). Overload occurs where multiple demands exceed resources. 
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It can be either qualitative or quantitative. Qualitative overload relers to a situation where 
a task is too difficult to complete, while quantitative overload is experienced when there 
are too many tasks that are needed to be done. Strain-based conflict may be the product 
of work or home stressors. which can lead to stress symptoms of tension, anxiety, fatigue, 
depression and irritability (Hertz, 1986). 
Organizational stress originates in organizational demands that are experienced by the 
individual. Occupational stress not only undermines the quality, productivity and 
creativity of the employees but also employees' health, well-being and morale (Cohen 
and Williamson, 1991). This has negative economic implications such as poor quality of 
work, low productivity, absenteeism, high turnover, etc (Edworthy, 2000). Job stresses 
that are internal to the organization have a negative influence on an employee's 
commitment and intention to leave the organization (e.g. Singh et al., 1994). Managing 
the conflict between work demands and family responsibilities has been recognized as a 
critical challenge for employees and organizations (Kossek and Ozeki, 1999). Individuals 
experiencing conflict are expected to withdraw or resign from the organization in an 
attempt to reduce the stress (Janson and Von Glinow, 1985). 
Emotional exhaustion can be said as a lack of energy and a feeling that one's emotional 
resources are used up (Cordes and Dougherty, 1993). This situation brings tension and 
frustration among workers. They are unable to carry out their work-related tasks and 
increasingly lose their sense of responsibility towards customers. Depersonalization is 
exemplified by negative and unsuitable attitudes towards customers. frustration, lack of 
interest and withdrawal. Reduced in personal accomplishment is illustrated by a loss of 
efficiency and capability, low morale, and inability to cope (Maslach and Leiter, 2005). 
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Such reduced personal achievement is accompanied by a decline in feelings of 
competence and a propensity to assess oneself negatively with reverence to one's work 
and other people (Schutte et al., 2000). 
Time wasted is one of the most frequently mentioned stressors at work (Narayanan et al., 
1999) in retail. The inefficient allotment of time might result in negative consequences 
for salespeople and eventually the organization. This is because salespeople believe that a 
large section of their productive time is wasted in non-selling tasks instead of following 
sales opportunities that can help them meet their performance goals (Cummings, 2004). 
The resulting frustration and stress impacts both physical health and emotional well-
being (Jex, 1998). Salespeople's stress levels result in high emotional exhaustion, high 
turnover intentions, and low performance (e.g. Babakus et al.. 1999; Low et al., 2001 ;). 
3.9 Self esteem 
Self-esteem refers to an individual's by and large selfevaluation of his or her 
competencies (Rosenberg, 1965). It is that self -evaluation and vivid conceptualization 
that individuals create and maintain with regards to them. In this sense, self-esteem is a 
personal appraisal reflecting what people think of themselves as individuals. For 
(Korman1970), self-esteem reflects the degree to which the individual "sees him [her] 
self as a competent, need-satisfying individual". Thus, the high self-esteem entity has a 
"sense of personal adequacy and a sense of having achieved need satisfaction in the past" 
(Korman, 1966 :). In count to reflecting cognition about oneself (Pelham and Swann 
1989) note that self-esteem also consists of an emotional liking or disliking element — 
high self-esteem people are analogous to whom and what they are. (Coopersmith's 1967) 
self-esteem specifies the amount to which the person consider himself to be competent, 
significant, and worthy. 
Self-esteem is affected by several factors that can be similar to those that give rise to 
self-efficacy (Bandura, 1982). When work surrounding pattern decreases and personal 
control increases, employees come to witness themselves as capable of taking 
independent action. In this way they developed perception of self-value constant with the 
personal image. These occur (I) when the implicit gesture sent by the environmental 
organization is exposed (2) when the messages are sent from significant others in one's 
social environment, and (3) with the individual's feelings of effectiveness and 
competence resulting from his/her direct and individual experiences. 
Experiences of success in an organization will encourage an individual's organization-
based self-esteem, while the experience of failure will have the reverse effect. (Bandura's 
1997) work with self-efficacy provides some insight into the work relationship with the 
organization. The impact of past perlbrniance success or failure and self-beliefs depends 
on the individual's understanding of the performance and the acknowledgment that are 
made. Employees who have successful experiences and who attribute that success to 
themselves are more likely to undergo an increase in self-efficacy (Gardner& Pierce, 
1998, 2001). In employing self-consistency motivation, (Korman 1970) theorize that "all 
other things being equal, individuals will engage in and find satisfying those behavioural 
roles which maximize their sense of cognitive balance or consistency". He predicted 
that(a) "individuals will be motivated to perform on a task or job in a manner which is 
consistent with the self-image with which they approach the task or job situation," and 
(b) "individuals with their self-cognitions" (Korman, 1970). This means the people who 
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have positive images of themselves will possess attitudes and choose tasks that 
emphasize that positive image. In contrast, people who have negative images of 
themselves will have attitudes that are dependable with that negative image and will tend 
to choose those jobs and tasks which are consistent. 
Self-esteem refers to the evaluation that individuals make and customarily maintain with 
regard to themselves. Reviews by (Kaplan 1975, 1980) and subsequent studies by other 
researchers (e.g. Silverstone, 1991; Waters and Moore, 2002) have consistently shown 
that low self-esteem is related to psychological problems, unemployment and non-
productive behaviours. A number of other studies have provided support for the 
contention that high self-esteem is correlated with job satisfaction (e.g. Greenhaus and 
Badin, 1974; Inkson, 1978; Kohli, 1985; Teas, 1981, 1982 ). Another factor contributing 
to employee satisfaction is a consistent and impartial performance review. (Hedge and 
Kavanagh's 1988) study suggests that employees want to know how they are performing, 
as this aid in shaping career path planning. Performance appraisal also allows the 
company to make sure that the employees are performing and improving with respect to 
their job description. Job-related difficulties, emotional support from one's supervisor, 
such as words of caring and encouragement, would serve to increase the self-esteem. 
Such enhancement effect can be considered as an analogue to notion of stress prevention 
(Cohen's 1988). And when dealing with job-related difficulties, emotional support from 
supervisor reduces the stress and increase self -esteem. Employees with high levels of 
self-esteem are more committed to their organizations than their low self-esteem 
counterparts. 
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There are three basic motives: achievement motivation which predicts one's approach to 
doing concrete tasks; affiliation motivation which predicts one's desire to be with other 
people; and power motivation which predicts one's desire to influence others 
(McClelland. 1973; 1975). High performing salespeople spend more time in selling and 
servicing customers and have a high self esteem (Brashear et al., 1997),Intrinsic 
motivation; incentives and satisfaction are perceived well by the individual's On being 
supported well by the organization, workers' self-sufficiency increases which foster self-
esteem, thus enlarging their self-determination. 
Approach towards work is shaped from the rewards produced by performance that are 
valued outcomes in themselves (Judge et al., 2001, p. 378). Three factors influencing 
career development are organizational commitment, to develop the organization's 
strategic plan, and to develop or promote from within. (Randolph, Doisy, and Doisy 
2005), when examining the result of motivation orientation on the recruitment and 
retention of professionals, it was found that career satisfaction and desire to stay in a 
specific job is expected to be more due to the intrinsic factors like professional growth 
and work environment issues rather than extrinsic factors such as pay. 
Different people choose to remain in, or leave, jobs on the basis of the various work-
related features that they consider important personally (Furnham et al. 2005; 
Vallerand 1997). Intrinsically motivated behaviour increases self-esteem among 
employees. Self esteem is a confidence in the person's ability to think, to cope with the 
basic challenges of life with confidence, to be successful and happy. Self esteem means 
having a positive image of one's own. (Lusch and Serpkenci's 1990) explored the 
relationship between job satisfaction and self-esteem. Among factors like achievement 
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orientation and inner direction only achievement orientation had a significant relation to 
job satisfaction. People with high levels of achievement orientation are highly motivated 
to seek and overcome challenges in their jobs and also value their work. 
Low self-esteem individuals are in need to be self-analytic and self- encouraged. This 
will help them to take developmental support they receive from their leaders. High self-
esteem individuals are less influenced by the quality of their relationship with their 
supervisor and therefore will be less likely to seek feedback. A consistent performance at 
a high level is one manner through which high self-esteem individuals can engage in 
their work. They maintain their level of self-esteem and can self-enhance. In addition, it 
has been argued that high self-esteem individuals are more likely to have stronger self-
efficacy than their low self-esteem counterparts (Gardner & Pierce, 1998), which 
contributes to higher performance levels under almost all role conditions (Bandura, 
1997). 
3.10 Research Gap 
The review of literature suggests that earlier studies have been carried out on various 
human resource elements and widely covered by the researcher worldwide. Similarly in 
retail sector various aspects have been discussed and many frameworks, models have 
been tested and analyzed in international surroundings. But in Indian context previous 
work are mainly observation based. No serious attempts have been made by the 
researchers to study or highlight the factors that predict employees' intention to quit in 
Indian retail sector. The present study is replicated from the firth study about how 
mangers reduce employees' intention to quit. The factors discussed in this study are 
chosen from firth model which has been tested in Indian condition. The aim of the study 
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is to see how these factors respond in Indian condition and what outcomes they provide 
when they are fitted in Indian environment. The present study intends to know and 
scrutinize the problem faced by the employees working in retail sector in India. The 
conditions they go through leads to an increase in the feeling of intention to quit. The 
purpose of the study is to understand the problem through employees' prospective in 
Indian retail sector. It also looks for the possible solutions that can be prepared and can 
further be implemented in future studies. 
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Chapter IV 
Setting of the Research Problem 
CHAPTER IV 
Setting of the Research Problem 
This chapter depicts the research problem along with conceptual framework and 
definitions. The purpose statement and objectives are decoded and the research 
hypotheses are described. 
4.1 Purpose statement 
A purpose statement is about the scope, purpose, and direction of the thesis. The purpose 
statement sets the objective, the intent, or the major idea for the proposal of the study. In 
the given study the research purpose is to investigate those variables that may predict 
employees' intention to quit their jobs in retail sector and how these factors contribute 
alike towards employees quitting behaviour. On defining intention to quit it can be said 
as a psychological response to specific organizational conditions which lead to thinking 
of quitting, withdrawal from present work and intend to search for alternate jobs 
elsewhere. 
4.2 Research objectives 
Research objectives set the aim and focus of research. Objectives arc the single most 
important aspect of research design and execution. They include individual, steps that 
will he taken in research. These will revolve around a wider question or problem that has 
been delined in the study. An objective means defining what do I need to investigate and 
how am I going to do it? 
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The present study has been designed with the following objectives 
1. To identify factors which are responsible for the feeling of intention to quit among 
employees in retail sector. 
2. To analyze the effect of stressors and job stress on employee quitting behaviour. 
3. To examine the effects of job satisfaction and commitment on employee and to relate it 
with the intention to quit. 
4. To know how factors like self esteem and supervisor support contributes to the 
employee's intention to quit. 
5. To investigate the effects of job stressors on job satisfaction, commitment and stress 
and to relate all these variables to intention to quit. 
6. To suggest or propose employee retention strategies that could reduce the quitting 
behaviour of employees in retail sector. 
4.3 Conceptual framework 
The conceptual framework for this research is based on the theories and postulates that 
delineate extensively in previous chapters 
87 
Figure s 
The figure outlines the framework and the hypothesized relationships. Each relationship 
shown in the figure corresponds with an objective of the study. The model portrays those 
factors that depict the relation and its effect on the employees working in retail sector. 
This further analysis how negative working surroundings can have a negative effect on 
them which later influence them to increase the feeling of intentions to quit. Through 
these factors the intensity of employees' relations and its effectiveness on intention to 
quit has been discussed. Here intention to quit has been projected as criterion variable 
while the factors chosen are the predictor variables. 
As discussed in previous research, intention to quit can be said as the decision making 
process in which an employee keenly considers quitting and searching for an altemative 
employment .A workers intentions to leave an organization include simple thoughts of 
quitting the organization (thinking of quitting), and the extent to which the worker 
actually wants to leave the organization (intent to leave). The sub factors and factors 
discussed are the variables that may be predictive of intention to quit among employees 
working in retail sector 
The retail industry in India, of late, is being hailed as one of the sunrise Sectors in the 
economy. Retailing is the single largest component of the service sector in terms of 
contribution to GDP. Retailing is the interface between the producer and the consumer 
who is buying the product for personal consumption. Retailing in India is an evolving 
market which provides ample opportunities. But in this intense competitive environment, 
this sector is facing employee turnover problems. For a highly manpower industry, where 
Human Resource function in service sector like retailing and acts as the one of the 
pillars of success, retaining employee is a big issue . The given factors are chosen from 
the firth model from his paper "how can mangers reduce employee intention to quit". 
These chosen facets have been tested in Indian conditions. Through this, an attempt has 
been made to analyse those factors which gave rise to the feeling of intention to quit 
among employees working in Indian retail sector and why they start looking for 
alternative jobs elsewhere. 
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4.4 Stressors and job stress - Stress is a body's reaction to changes that require a 
physical, mental or emotional adjustment or response. Stress can occur due to the 
unfavourable circumstances or from thoughts that make individual feel frustrated, angry, 
nervous, or anxious. Stress is caused by stressor such as dissatisfaction in work. In retail 
sector, Job stress can have a significant negative effect on physical and emotional health 
of the workers. Employees are aware of the effect that stress causes on their own 
performances. Previous studies have shown that many of the workers do believe that job 
stress reduces their productivity (Lawless, 1992). Stressors can be categorized into 
internal and external. Those that arise from within an individual are internal stressors 
while those that occur due to the environment are external stressors. Internal conflicts 
such as fear of insufficiency and lack of responsibility are the stressors that do not depend 
on the environment. Internal sources of stress can arise from an individual's perceptions 
of an organization and its working environment .stressors is external conditions and 
depends on the surroundings. 
Retail industry has a hectic working schedule. The long hectic working hours exist 
among external factors. (Bhagat 1983) has described that work performance can be 
seriously weakened by external stressors. There are many aspect of organizational life 
that can become external stressors. These include issues with the supervisor, lack of 
opportunity for advancement, excessive responsibilities, price conflicts, and unrealistic 
work loads. Many situations in organizational life can be stressful. These include 
problems with the physical environment that is poor infrastructure. Problems with the 
quality of work such as lack of diversity, too little work, role ambiguities or conflicts in 
responsibilities, relationships with supervisors, peer, and subordinates, and career 
90 
advancement stressors. Thus reducing worker's stress is an important phase in retail. 
Both job stress and stressors are responsible for the feeling of intention to quit among 
workers in retail industry. 
4.5 Supervisor support —the given factor can be defined as the extent to which leaders 
value their employee's contributions and care about their well-being. A leader with high 
supervisor support is one that makes employees feel heard, valued, and cared about. HR 
managers are required to work on their policies that enable them to retain their talented 
employees (Horwitz et al. 2003; Steel et al., 2002). 'Training and development of the 
employees, giving them a supportive work environment, and improving their work-life 
balance are the roles needed to be done by the managers. Supervisor's support leads to 
positive outcomes like increased job satisfaction and strong organization relation. 
Positive perception of employees about organizational support, improved relationships 
among employees, In-role and extra-role performance, reduced job tension and reduced 
work-family conflicts results in reducing employee turnover. HR managers must 
recognize those influential factors that may help to retain their valued employees. HR 
managers, in order to be effective in their retention management, need to look for those 
factors that are commonly accepted by their valued employees. This, thus, contributes to 
their role in the company as a strategic co-worker. The attraction and retention of talented 
employees and their stay are the factors of competitive advantage for organizations, both 
in times of economic recession and upheaval. As retail industry is highly dependent on 
manpower, supervisor's support plays a vital role in dealing with employee related 
problems. Employees thus believe that supervisor's support represents organizational 
support. 
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4.6 Job satisfaction —job satisfaction can be described as the feelings an employee has 
about the job in common as well as satisfaction with certain aspects, such as supervision, 
pay. opportunity for advancement, and morale (McNeese-Smith, t997; Kangas et al, 
1999). Job satisfaction is related to the working environment where an employee 
performs his or her duties. The job satisfaction arises when employee feel satisfied 
toward his work, his present job activities, his achievements and responsibilities. In retail 
industry it is important that employee should feel satisfy in his working environment in 
order to remain for a longer period. Employees' satisfaction with their job is predictive of 
their performance. Career growth and working with great people offers a fair pay 
supportive management. Satisfied workers are less likely to leave their jobs and are more 
committed to their organizations. Any dissatisfaction leads to the feeling of intention to 
quit which can further leads to turnover. When employees are dissatisfied with their 
work, they are less committed and start looking for other opportunities to quit their 
current job. If opportunities are not available, they may emotionally or mentally 
"withdraw" from the organization. Job satisfactions are important in analyzing 
employees' intention to quit and the overall contribution of the employee to the 
organization. It is extensively established that job satisfaction is a function of work-
related rewards and values (Kalleberg, 1977). When employees find their work to be 
meaningful, they started liking theirjobs and get motivated to perform well. 
4.7 Self esteem - self-esteem is defined as the amount to which organization members 
believe that they can satisfy their needs by participating in roles within the framework of 
an organization (Pierce et al., 1989).When workers do not get the opportunities to express 
their knowledge and ability then it leads low levels of organization-based self-esteem. In 
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contrast when teams have the opportunity to apply self-direction and self-control than 
employees have a greater possibility to exercise their capability and experience success. 
There is a relationship between job satisfaction and self-esteem as they both, either 
directly or indirectly, evolve the feeling of intention to quit among workers. It shows the 
sell-perceived value that individuals have for themselves. They consider themselves as 
important, competent, and skilled within their employing organizations. Employees with 
high organization-based self-esteem believe that they belong to their organisation. 
Employees form a self-concept about their work, and their organizational understanding 
play an influential role in determining their level of self-esteem. (Brockner, 1988; 
Korman, 1970, 1976) posit that self-esteem is vital for the explanation of employee's 
attitudes that is job satisfaction, motivation, and performance. An individual who 
experiences failure and point it to the self will ultimately experience a diminution of self-
esteem. 
4.8 Commitment to organization- defined as an employee's desire to remain attached to 
an organization and help to accomplish its goal. Commitment is a psychological state 
that typifies the employees relationship with the organization, and implication of the 
decision to continue or discontinue the association with the organization. Organizational 
commitment can be defined as "the relative strength of an individual's identification with, 
and involvement in, a particular organization" (Mowday, Steers, & Porter, 1979). 
Organizational commitment describes the construct in terms of the extent to which an 
employee identities with and is involved with an organization. Organizational 
commitment is viewed as willingness of an individual to identify with the organisation. 
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It includes their desire to continue working, their willingness to work selflessly and to 
contribute to the effectiveness of an organization. 
Employees, when committed to the organization, perform beyond normal expectations. 
They are ready to bear difficult times with the organization and are willing to take it out 
from the difficult times. Organizational commitment is an important factor in 
understanding employees' work related behaviours. It is different from job satisfaction. 
It focuses on an employee's adherence to the organizational commitment in terms of two 
perspectives: attitudinal and behavioural. Attitudinal perspective illustrates organizational 
commitment in terms of cognitive and affective responses as well as the attachment with 
an organization. On the other hand, a behavioural perspective focuses on the behaviours 
that attach an individual with their organization. 
4.9 Research hypothesis 
For the purpose of achieving the objective of the study, hypothesis was presumed. The 
research hypotheses were formulated keeping in mind the specific relationships in the 
conceptual framework. These relationships between the variables are the major concern 
of the study In this study, stressors, job stress, commitment to organization, self- esteem, 
supervisor support and job satisfaction are taken as independent variables whereas the 
intention to quit is taken as dependent variable and the rationale for each relationship. On 
the basis of these factors null hypothesis has been formed to analyze the effects and 
relationship of an independent variable with dependent variable. The null hypothesis 
written as Ho shows that-independent variable has no affect on the dependent variable; 
and there is no interaction between two independent variables. It is significant to 
understand that the null hypothesis is not confirmed or accepted .A group of data can 
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either reject a null hypothesis or can fail to reject it .The hypotheses have been tested and 
analyzed later in the study 
1) He, - there is no significant relationship between stressors and intention to quit 
2) Ho_ - there is no significant relation between supervisor and intention to quit 
3) H(,3 - there is no significant relationship between job stress and intention to quit 
4) H,>4 - there is no significant relationship between job satisfaction and intention to 
quit 
5) ft,;  - there is no significant relationship between self esteem and intention to quit 
6) Hob - there is no significant relationship between commitment to organization and 
intention to quit 
7) I Io, - there is no significant effect between stressors and intention to quit 
8) I-1;;, - there is no significant effect between supervisor support and intention to quit 
9) Hoy - there is no significant effect between job stress and intention to quit 
10) I-i,o - there is no significant effect between job satisfaction and intention to quit 
11) 11u „ - there is no significant effect between self-esteem and intention to quit 
12) H012 - there is no significant effect between commitment to organization and 
intention to quit. 
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Chapter V 
Research Procedure 
CHAPTER-v 
Research procedure 
In this chapter, the research design and the procedure for conducting a study have been 
described. It defines the instrument design and development, pilot testing, sampling, data 
collection and data analysis procedure. 
5.1 Research instrument design 
The research instrument consisted of structured questionnaire. The respondents were 
required to indicate their responses with the help of interviewer. A structured 
questionnaire was adopted on five point likert type scale from the comprehensive 
workplace scale developed by Talc et al (1997) for their nation study. The research 
involves exploration of relationships between different variables by means of using 
appropriate statistical tools. Questionnaire survey has been widely recognized as an 
effective tool for evaluating the perceptions of employees. Pilot testing is used for 
measuring the instruments as it was necessary to validate the items and the whole scale. 
This is carried out because some of the measuring items were developed or modified for 
the purpose of this research and the question in the instrument were assemble to form 
new questionnaire.'I'he questionnaire is tried and tested on a (statistically) small group of 
respondents to identify any unforeseen problem. The main purpose of pilot testing is to 
catch potential problems before the survey. Pilot testing provides information on how 
long a data collection can be expected to take and how difficult will be the items. It is 
basically conducted to variable the items and whole scale in the instrument. Pilot testing 
of the measuring instrument is essential in order to validate the items and the whole scale. 
This is because some of the measurement items were modified for the purposes of this 
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research. Pilot testing was earlier conducted in a series of steps. Before the final survey 
instrument was set up, a preliminary questionnaire was developed and tested. The 
procedures used were recommended by the (Churchill 1979), in Oder to get the 
standardized survey and confirm the scale items to he used in the study. Preliminary 
survey Questionnaire was carried in Noida among employees working in retail sector. 
After the questionnaire was pilot tested, each question was inspected for its exactness and 
relevance to the purpose of the research. On the basis of the feedbacks by experts 
regarding the content, layout and understanding of the measurement items, some 
modifications were made to the questions. They were also asked to offer suggestions for 
improving the proposed scale and to edit the items to enhance clarity, readability and 
content adequacy. The feedback was taken into account in revisiting the questionnaire. 
The items with respect to various dimensions had been arranged in order. The data was 
collected from the employees working in retail sector. 
Each item employed on five point likert type scale it is fully anchored by agrees and 
strongly agree at one end to Disagree and strongly disagree at other. The questionnaire 
was divided into eight segments. The first part of the questionnaire asked the 
respondent's gender, age, education working hours and work experience in the retail 
sector. In the second part the respondent were asked about stressors. In this, the sub 
factors show the four aspect of stress - role ambiguity role conflict, work overload, and 
work family conflict. The questionnaire are formed on the basis of all these variables 
with scale ranging - Strongly agree = 5, Agree = 4, Neither agree nor disagree = 3. 
Disagree = 2, Strongly disagree = 1. the third part of the section dealt with questions 
covering on supervisor's support. It is based on the extent to which the supervisor support 
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and help the employees working in retail sector. The scale is four point likert scale 
ranging shows- Not at all = 1, A little = 2, Somewhat = 3, Very much = 4, . The 
fourth section dealt with job stress under burnout, and also on the anxiety and somatic 
complaints among employee working in retail. It stated with scale Never = 0 , Once a 
month — I , A few times a month — 2, Once a week — 3 A few times a week — 4 , 
Almost every day = 5. 
The fifth part explores questions on employee's job satisfaction followed by the intrinsic 
and extrinsic motivational factors. The scale range shows Very satisfied= 5, Satisfied= 
4, Neither satisfied nor dissatisfied= 3. Dissatisfied= 2, Very dissatisfied= 1. The sixth 
part of the questions are based on employee's self- esteem which discover all aspects of 
the employee well- being in an organization with scale ranging Very untrue = I Untrue 
of me = 2. Neither true nor untrue of me = 3, True of me = 4, Very true of me = 5. 
The seventh part of the questionnaire covered the questions on employee's commitment 
to organization with five point liken scale showing Strongly agree — 5, Agree = 4 , 
Neither agree nor disagree = 3, Disagree = 2 , Strongly Disagree = I . The eighth 
part of the questionnaire is based on the employee's intention to quit. Here, questions are 
framed to gauge employee quitting behaviour with scale ranging to Very often = 5 , fairly 
often = 4. sometimes = 3, occasionally = 2 , rare or never = I, and Very likely = 5 
likely = 4 , 	not sure = 3 , unlikely = 2 , very unlikely = 1. The questionnaire 
was administered on the respondents in two languages English and Hindi. The English 
version of the questionnaire was in the format which is commonly spoken and easy 
understandable by employees working in retail sector. The Hindi translated version of 
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the research instrument too has translated English words and it was lbr those employees 
who have problems in understanding English. 
5.2 Scale refinement and validation — 
A crucial aspect, in the evolution of a fundamental body of knowledge in any theory, is 
the development of genuine measures to obtain validity and estimates the organizational 
level and their relationships to one another. Unless reliability and validity are established, 
it is hard to standardize the measurement scale. Without standardization it is difficult to 
know whether the scales actually measure what they are supposed to measure. In present 
research, data was collected through field survey and then was analysed in order to 
unearth the latent factors based on factor loading. The instrument was then subjected to 
the tests of reliability and validity. 
5.3 Reliability and validity of the instrument 
the extent to which results remain consistent over time and an accurate illustration of 
the total population under study is referred to as reliability. If the results of a study can 
be replicated under similar methodology, then the research instrument is considered to he 
reliable (Joppe, 2000). If we are dealing with a stable measure, then the results should be 
similar. A high degree of stability indicates a high degree of reliability, which means the 
results are repeatable. Several measures of reliability can be appraised in order to institute 
the reliability of a measuring instrument. Reliability is considered as an internal 
consistency, which is a degree of inter correlations among the items that constitute the 
scale. Internal consistency is estimated using reliability coefficients called Cronbach 
alpha (Cronbach 1951). Cronbach alpha is a coefficient of reliability. It is commonly 
used as a measure for the reliability of the survey. Cronbach's alpha appraises the 
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reliability of a rating summarizing a group of test. Cronbach's alpha is generally believed 
to indirectly indicate the degree to which a set of items measures a single dimensional 
latent construct Internal consistency refers to the ability of a scale item to correlate with 
other items in the scale that are intended to measure the same construct. Items measuring 
the same construct are expected to be positively correlated with each other. A common 
measure of the internal consistency of a measurement instrument is croanbach alpha. If 
the reliability is not acceptably high, the scale can be revisited by altering or deleting the 
items that have scored low. A test with a Cronbach alpha of 0.75 indicates that the test 
will be 75% reliable in practice. Thus higher the Cronbach alpha more reliable the test 
results are. 
According to (Schuessler 1971), a scale is considered to be reliable if it has an alpha 
value greater than 0.60. (Hair 1998) suggests that reliability estimates between 0.6 and 
0.7 represents lower limit of acceptability for a reliability estimates. The determination 
was therefore made in the present research. The reliability was checked by using 
cronbach alpha and the value was found to be 0.7 which was acceptable as it indicates 
that the test was 70% reliable thus indicating a strong internal consistency among the 
variables. 
Validity determines whether the research truly measures what it was intended to measure 
and how truthful the research results are. Validity represents how well a variable is 
measured The validity of a scale can be defined as an extension to which a scale or set of 
measures accurately represent the concept of interest. Validity in one form is the 
construct validity. It is the initial concept, notion, question or hypothesis that determines 
which data is to be gathered and how. 
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Reliability and validity in research reveal two strands: Firstly, with regards to reliability, 
whether the result is replicable. Secondly, with regards to validity, whether the means of 
measurement are accurate and whether they are actually measuring what they are 
intended to measure. Researchers may measure -firstly, The Content validity evidence 
which involves the degree to which the content of the test matches a content domain 
associated with the construct. Secondly Criterion validity evidence which involves the 
correlation between the test and a criterion variable (or variables) taken as representative 
of the construct. Thirdly construct validity evidence which involves the empirical and 
theoretical support for the interpretation of the construct. 
Predictive validity predicts a known association between the construct measuring. 
Construct validity shows that the measure relates to a variety of other measures as 
specified in a theory. Concurrent validity is associated with pre -existing indicators, 
something that already measures the same concept. Convergent validity is the extent to 
which the scale correlates positively with other measures of the same construct. 
Discriminant validity is the extent to which a measure does not correlate with other 
constructs from which it is supposed to differ. Nomological validity is the one in which 
the scale correlates in theoretically predicted ways which measures different but related 
constructs. Content validity is a full content of the concepts definition included in the 
measure. It includes a broad sample of what is being tested, emphasizes on important 
material, and requires appropriate skills The validity of a measurement instrument refers 
to how well it captures what it is designed to measure (Rosental and Rosnow , 1984) . 
Several different types of validity are also of great concern. The content validity is the 
degree of correspondence between the items selected to constitute a scale. Its conceptual 
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definition, criterion validity the degree of correspondence between a measure and a 
criterion variable are usually measured by their correlation and construct validity. The 
ability of a measure to confirm a network of related hypothesis is generated from a theory 
on constructs. 
In this research, the content validity of the instrument was appraised by asking experts to 
examine it and provide feedback. The expert's panel included the professors from the 
University and practicing managers from retail sector. They reviewed the questionnaire 
and suggested necessary changes which vyere attended by the researcher. A pilot test was 
conducted where each question was exmined for its precision and significance to the 
purpose of the research. This results in some modifications to the questions and 
redundancies as discovered. 
5.4 Sampling procedure 
Data was collected by the means a questionnaire administered to the employees 
working in the retail sector. The p.lation for this study was mainly the sales workers 
and the manager working in retailirvey was carried out mainly in organized retail and 
single stores. In order to get thet of' all organized retail outlets in India search was 
made and the list was sorted out the website 
http://w-%v .indiastudychannel.e'resources/35680-List-Retaii-Companies-india.aspx. 
This website gives the name oLJOrity of brands in India. With single stores and brands 
name, survey was carried ou the basis of distribution through, City-state capital and 
country capital. This divisicas made on the basis of strong, medium and less retail 
presence in the north sideespondents from the city, 140 respondents in the city 
capital, and 280 from the try capital the number got double as the medium change 
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from city to city. The questionnaire was non -disguised as this would bring objectivity in 
the analysis. The questionnaire was not only administered to middle age and senior 
workers but also to the young workers in order to get variance. It was also directed to 
those employees who was working from few months or has completed a year in their job. 
This was done with the purpose to judge their satisfaction and commitment for their 
organization. The samples of respondents were chosen on convenience sampling. The 
total 523 respondents were questioned and later the results were analyzed using multiple 
regressions. 
5.5 Data reduction through Factor analysis 
Factor analysis is a multivariate statistical procedure primarily used for data reduction 
and summarization. A large number of correlated variables are reduced to a set of 
independent underlying factors This techniques is used because it analyzes the structure 
of interrelationships among large number of variables by defining a set of common 
underlying dimensions , known as factors or dimensions . This leads to summarization 
and data reduction. Factor analysis is an interdependent technique in which all variables 
are simultaneously considered. Each variable is related to all others still employing the 
concept of the variables, and the linear composite of variables. The original variables are 
dependent variables and are the function of some underlying and latent set of dimensions 
that themselves are made up of all other variables. Factor analysis is a multivariate 
technique which helps in understanding the complex relationships The another benefits 
of this technique is that researcher gets insight into empirical estimation of relationships 
with conceptual foundation and interpretation of results. 
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An important tool in interpreting factors is factor rotation. Rotation means that the factors 
are turned around the origin until they reach their positions. This redistributes the 
variance from earlier factors to later ones to achieve a simpler and theoretically, more 
meaningful factor pattern. In this research varimax rotation was applied with which 
maximum possible simplification was reached. With varimax rotational approach there 
tend to be some high loadings close to -1 or 1 and some loadings near 0 (zero) in each 
column of the matrix. The logic is that the interpretation is easiest when the variable and 
the factor correlation are (I) close to -1 or I. This shows a clear positive or negative 
association between the variable and the factor close to 0, thus indicating a lack of 
association. The varimax rotation gives a clear separation of factors. 
An exploratory factor analysis with principal components was conducted to determine the 
dimensions of relationship among variables. I his analysis includes preliminary tests to 
determine the appropriateness of factor analysis. Bartlett's test and the Kaiser- Meyer — 
olkin (KMO) measures the sample adequacy. In factor analysis, the objective is to 
identify interrelated sets of variable. The correlations among variables can be analyzed by 
computing the partial correlation among variable. Bartlett test is a statistical test for the 
presence of correlations among variables. It provides the statistical probability that the 
correlation has significant variables. The Kaiser-Meyer olkin index can range from 0 to 
indicating the degree to which each variable in a set is predicted without error by the 
other variables. According to (Hair 1998) a value 0.50 or more from the test indicate that 
data are adequate for factor analysis. 
The Kaiser-Meyer olkin and Bartlett test (p<.00I) indicate the value more than 
significant value is not considered for the test but the value less than the significant value 
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can be considered appropriate for factor analysis On the basis of these results 
Exploratory factor analysis was conducted and the content validity was assessed by factor 
reduction and data was reduced. The Exploratory factor analysis employed a principal 
component analysis with varimax rotation. Factors with values greater than 1.0 and 
rotated factor loading 0.50 or greater are practically significant. (Hair et al 1998) 
suggested that communality of a variable represents the amount of variance in the factor 
solution explained by the variable. Values less than that can be deleted for reasons of 
insufficient contribution to explaining the variance. Thus by reducing the values through 
factor analysis, the variables are reformed which are later analysed by using multiple 
regression. The tests further analyse the variables and give us the outcomes that are later 
related with the framed hypothesis. 
5.6 Limitations of the study 
The required precautions have been taken to increase the reliability of the present study 
yet there are certain limitations, some of them are given below. 
:• Sample size which was limited due to time constrain could be larger and the variables 
can be tested with more representative samples in Indian context. 
{• The research was limited to few cities in India. This further restricts the 
generalization of results. There is a need to extend this and include respondents from 
other parts of India. 
4 India is a large country the sample drawn may not be representative of the entire 
population therefore generality has to be done with caution. 
:• There could he possibility of respondent bias. The person could have given answers 
according to their convenience. 
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{• The data was analyzed with limited chosen variable this can be expanded and more 
variables can be added on future study. 
S The relationship and effect of one variable on the other is not been disused in this 
study. 
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Chapter VI 
Analysis of the Data 
CHAPTER VI 
Analysis of the data 
This chapter deals with the analysis of data collected for the study. The first analysis 
involves the reduction of data through factor analysis which is a multivariate statistical 
procedure. It is primary used for data reduction and summarization. In this exercise a 
large numbers of correlated variables arc reduced to a set of independent underlying 
factors. After conducting exploratory factor, analysis consistency is estimated using 
reliabil ty coefficient croanbach's alpha. In order to assess reliability the croanbaeh alpha 
was determined for each construct. If the cronbach alpha is found to be greater than 0.7, 
the construct is taken to be reliable in measuring the constraint (Hair, Anderson,Tantham 
and Black 1998;Nunnally, 1978; Leely 1997). The data gathered from the survey were 
entered into a computer database and then analysed by the Statistical Package for the 
Social Sciences (SPSS), using multiple regressions. The general underlying principle of 
multiple regressions is to know about the relationship between several independent or 
predictor variables and a dependent or criterion variable. Multiple regressions simply 
determine the number of predictor variables and try to establish which set of the observed 
variables gives rise to the best prediction of the criterion variable. The main objective of 
multiple regression analysis is to use the independent variables whose values are known 
in Oder to predict the single dependent value selected for the research. There are certain 
terms needed to be clarified that helps to understand the results of this statistical 
technique 
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6.1 Beta (standardised regression coefficients) 
The beta value helps to determine how sturdily each predictor variable influences the 
criterion variable. The beta is measured in units of standard deviation. Like, a beta value 
of 1.5 indicates that a change of one standard deviation in the predictor variable will 
result in a change of 1.5 standard deviations in the criterion variable. Thus, the higher the 
beta value the greater is the effect of the predictor variable on the criterion variable. 
Standardized regression coefficients allow direct comparison between coefficients as the 
comparative descriptive power of the depended variable. The regression coefficients are 
articulated in terms of the units of the associated variables thereby making comparisons 
inappropriate. The beta coefficients, however, use standardized data and can be directly 
compared When the model have only one predictor variable, then beta is equivalent to 
the correlation coefficient between the predictor and the criterion variable. This situation 
is a correlation between two variables. But on having more than one predictor variable, it 
cannot compare the contribution of each predictor variable by simply evaluating the 
correlation coefficients. The beta regression coefficient is computed to make comparisons 
and assess the strength of the relationship between each predictor variable to the criterion 
variable. 
6.2 R, R Square, Adjusted R Square 
R is a measure of the correlation between the observed value and the predicted value of 
the criterion variable. R Square (R2) is the square of this measure of correlation and 
specifies the amount of the variance in the criterion variable which is accounted for the 
model. This is a measure to know how good a prediction of the criterion variable can be 
constructed by knowing the predictor variables. However, R square tends to somewhat 
approximate the success of the model when applied. Thus an Adjusted R Square value is 
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calculated which takes into account the number of variables and the number of 
observations the model consists of. this Adjusted R Square value gives the most practical 
measure for the success of model. If, for example an Adjusted R Square value is 0.85 
than model has accounted for 85% of the variance in the criterion variable. 
p value - it is obtained through statistical testing. The value of p is the calculated 
probability p value measuring the strength of the data against the null hypothesis 
presuming that the null hypothesis is true. One often rejects the null hypothesis when the 
p-value is less than the significance level %%hich is 0.05 or 0.1.The smaller is the p value 
the more significant is the variable taken for analysis. When the null hypothesis is 
rejected, the outcome is supposed to be statistically significant. The given table depicts 
various results that are obtained by using multiple regressions. Later these results are 
related with the null hypotheses and thus are either rejected or fail to reject on the basis of 
analysis. Given below are the various analyses of the chosen variables that are calculated 
through multiple regressions 
6.3 Descriptive statistics 
It includes methods of presenting and summarizing data This allows the understanding 
of large quantities of data. It basically describes the main feature of the collection of data 
and aims at summarizing a set of data. Descriptive statistics and plots are often used in 
the initial phase of a statistical analysis. These tools enable to identify relationships in the 
data and to determine directions for further analysis. Descriptive statistics (mean variable, 
standard deviation) shows the value of dependent and independent variable. The given 
table I shows descriptive statistics that is mean standard deviation of the dependent 
variable, that is, intention to quit (Iq) and the independent variables such as stressors (st) 
supervisor support (ss), stress(s), job satisfaction (Js). self-esteem (Se) and commitment 
to organizations (Cm). 
Descriptive Statistics 	Table-1 
Mean Std. Deviation N 
Iq 2.7036 97582 523 
St 3.5388 .37524 523 
SS 3.0918 .58837 523 
S 1.2574 .77356 523 
is 3.5883 .40788 523 
Se 2.7623 .46800 523 
Cm 3.7412 .53582 523 
6.4 Mean 
The mean is the sum of the values divided by the number of values The mean is a 
sample means if the data set were based on a series of observations obtained by sampling 
population. It is obtained by dividing sample mean with n that is number of the 
measurement made. In the given table the values are obtained from mean. Standard 
deviation shows the amount of variations from the average. A low standard deviation 
indicates that the data points tend to be very close to the mean whereas high standard 
deviation indicates that the data points are spread out over a large range of values. 
On analyzing the mean value it was found that mean value of commitment to the 
organization was the highest, that is, 3.7412 with standard deviation of .53582. This is 
followed by job satisfaction which is 3.5883 with standard deviation value of .40788. 
Then value shows the number of variables which is 523. The mean value of stressors 
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and supervisor support also lies within 3 which are 3.5388 and 3.0918 with standard 
deviation .37524 and .58837 respectively. In the given values the standard deviation is 
low which indicates data points are close to the mean. However the values of self- esteem 
and stress, that is. 2.7623 and 1.2574 are much lower than the other given value. The 
standard deviation of stress is .77356 which is high and shows that data are spread over a 
large range. Thus the given table I which shows the descriptive statistics of the 
dependent and independent variables illustrates that the value of commitment to the 
organization (cm) 3.7412 with standard deviation .53582 and job satisfaction (is) 3.5883 
%%ith standard deviation .40788 are closer to the mean as compared to the remaining 
variables. 
6.5 Correlations 
It is also known as r, or Pearson's r, it measure the strength and direction of the linear 
relationship between two variables. It is measure that determines the degree to which two 
variable's movements is related. The correlation coefficient will vary from -1 to +1. A -I 
indicates perfect negative correlation, and -- I indicates perfect positive correlation. The 
correlation coefficient a concept from statistics is to measure of how well the predicted 
values from a forecast model fit with data. The correlation coefficient is a number 
between 0 and 1. If there is no relationship between the predicted values and the actual 
values the correlation coefficient is 0 or very low (the predicted values are no better than 
random numbers). As the strength of the relationship between the predicted values and 
actual values increases so does the correlation coefficient. A perfect fit gives a 
coefficient of 1.0. Thus the higher the correlation coefficient the better is the relation. 
The given table 2 shows the Pearson correlation and one tail test between intention to quit 
and the six independent variables, the given results illustrates that there is significant 
relation among variables. 
Correlations Table-2 
St SS S is Se Cm 
Pearson 
Correlation 
Ig 1.000 .144 -.236 .179 -.416 .119 -.225 
St .144 1.000 -.114 .041 -.151 -.030 .022 
55 -.236 -.114 1.000 -.207 .294 -.089 .071 
S .179 .041 -.207 1.000 -.250 .049 -.122 
is -.416 -.151 .294 -.250 1901) -.091 .298 
Se .119 -.030 -.089 .049 -.091 1,000 -.049 
Cm -.225 022 .071 -.122 .298 -.049 1.000 
Sig. (I-tailed) 1a .000 .000 .000 .000 .003 .000 
St .000 .004 .175 .000 .248 .304 
SS .00(1 .004 .000 .(1(10 .021 .053 
S .000 .175 .000 .000 .130 .003 
is .000 .000 .000 .000 .019 .000 
Se .003 .248 .021 .130 .019 .132 
Cm .000 .304 .053 .003 .000 .132 
N-523 
6.5.1 Intention to Quit and Stressors - 
Intention to quit has been taken as dependent variable. In the tables given below, each 
single independent variable is further analysed to see the correlation of one on the other. 
In this, stressors (st) , supervisor support (ss) , stress(S) , job satisfaction (Js) , self esteem 
(Sc) , commitment to organization (Cm) are independent variable which are further 
evaluated below 
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Table - 3 
Intention to Ouit and Stressurs 
Intention Stressors 
to quit(lq) (Si) 
Pearson correlation 	intention to quit 1.000 .144 
Stressors (St) .144 1.000 
Sig (t —tailed) 	intention to quit .000 
Stressors (St) .000 
N 	 intention to 523 523 
Stressors (St) 523 523 
Correlation is significant at the 0.05 level (1- tailed) 
The correlation table 3 illustrates the correlation between intention to quit (Iq) and 
stressors (St). The Pearson correlation test concludes that there is a significant positive 
relation between two variables. The p value obtained .000 which is less than 0.05 which 
signals high significance. Meanwhile the r value obtained in the test came out to be.144. 
Thus relationship is found to be positively significant. The positive r value obtained also 
implies that any increase in the stressors will be followed by increase in the feeling of 
intention to quit. Conclusively it can be stated that there is a significant positive 
relationship between stressors and intention to quit with coefficient of correlation (.144) 
at 0.00 levels. Here the variable Stressors has been measured under four aspects of stress 
that are role ambiguity, role conflict, work-overload, and work-family conflict. With 
given results showing highly significant value, it can be analysed that employees in the 
retail sector, when have conflicts in their work, showed less growth in carrier graph while 
heavy work load leads to high family conflict. All these increases stress in their working 
environment which give rise to feeling of intention to quit. The given results also shows 
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that higher is the stressors among employees the more is the feeling of intention to quit 
among them. Thus table 3 shows there is significant relation between stressors and 
intention to quit. 
6.5.2 Intention to quit and Supervisor support 
Table-4 Supervisor Support 
Intention to Supervisors 
quit(lq) Support 
(SS) 
Pearson correlation 	intention to quii(lq) 1.000 -.236 
Supervisors Support(SS) -.236 1.000 
Sig ( I — tailed) 	intention to quit .000 
Supervisor Support .000 
N 523 523 
523 523 
The Pearson correlation table 4 shows the correlation test between intention to quit and 
supervisor's support. The p value obtained was 0.00 which is less than 0.05 that is highly 
significant. Meanwhile the value of r is -.236. This negative r value emphasize that higher 
is the supervisor's support, the less is the feeling of intention to quit among employees 
working in retail sector. Decisively it can be stated that there is a negative relation 
between supervisor support and intention to quit. Supervisor's support plays vital role in 
reducing the stress among workers. It also helps in reducing the feeling of intention to 
quit. 
Supervisor supports their workers by clearing their task assignments, their responsibility, 
authority, and by telling the criteria for their performance evaluation and goals. They help 
by Setting and enforcing policies for mandatory vacations and reasonable working hours 
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and also motivate their workers. When managers support their workers and understand 
the problems and issues they have regarding their work then the employees started 
developing the feeling of being a part of the organisation. Thus they start feeling satisfied 
in their working place. This not only reduces their stress but also diminish the feeling of 
intention to quit. The given analysis illustrates with p showing significance value and 
negative r value which emphasize that higher is the supervisor support the fewer retail 
employees would think about intention to quit. Thus the given table 4 shows inverse 
significant relation between supervisor support and intention to quit. 
6.5.3 Intention to quit and stress 
Table - 5 Stress 
Intention to Stress 
quit(lq) (9) 
Pearson correlation 	intention to quit(Tq 1.000 .179 
Stress (S) .179 1.000 
Sig ( I —tailed) 	intention to quit .000 
Stress(S) .000 
N 523 523 
523 523 
The given table 5 shows the correlation between stress and intention to quit. The result 
shows the value of p = 0.00 which is less than 0.05 thus the value is highly significant. 
The positive coefficient of correlation= .179. It shows positive relationship and implies 
that the more the employees feel stress in the working environment the more the feeling 
of intention to quit arises. Conclusively it can be stated that there is a significant positive 
relationship between stress and intention to quit. Employee job stress is directly related to 
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the amount of uncertainty in their tasks, expectations, and lack of carrier growth. Job 
engineering and job redesign are recent concepts that attempt to minimize job-related 
stress. Job engineering takes into account the values and needs of the worker, as well as 
the production objectives of the organization Job redesign is the revamp of the job which 
is done to bring changes in the routine working environment. This attempt is usually 
made by the organization to bring freshness in the work as employees feel stress with 
continuous pressure to achieve targets and to satisfy their customers in retail sector. 
Thus to reduce job stress it is important to make employees feel satisfied with their 
work. The stress is correlated with a person's perceived inability to deal with an 
environmental demand. Stress not only reduces employee's inability to concentrate but 
also make employee incapable of taking decisions. High job stress increases the feeling 
of intention to quit which is also examined in the given table5 that shows a high 
significant value of p thus there is significant relation between stress and intention to quit. 
'I hus higher is the job stress among workers in the retail organization, the more is the 
feeling of intention to quit. 
6.5.4 Intention to quit and Job satisfaction 
Table- 6 Job satisfaction (Js) 
Intention Job 
to quit(Iq) satisfaction 
(is) 
Pearson correlation 	intention to qute(Iq) 1.000 -.416 
Job satisfaction (JS -.416 1.000 
Sig ( I — tailed) 	intention to quit .00) 
Job satisfaction (Js) .000 
N 	 intention to quit 	523 523 
Job satisfaction (Js) 	523 523 
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The correlation table 6 shows the test between job satisfaction and intention to quit. The p 
value obtained is 0.00 which is less than 0.05 which shows high significance. The 
coefficient correlation is showing negative value that is -.416 which implies that higher is 
the job satisfaction among workers lower is the feeling of intention to quit among them. 
Convincingly it can be stated that there is a significant negative relation between variable. 
Job satisfaction is the overall satisfaction of employees regarding their growth in the 
work, their fellow members (that is. the kind of person they are working with), 
supervision by the mangers (that is. how they are dealing with the employees and their 
problems), organization support (that is, how much an organization is supporting its 
employees), the organisation policies (that is, the kind of vision the company have). 
Retail is the industry that largely depends on employees. So how industry motivate their 
workers, like through pay and incentive, is important for employees' job satisfaction. 
When employees have the overall satisfaction in their job then they are committed to the 
organization and feeling about leaving the job reduces. The given analysis also shows 
significant negative relation which illustrate that higher is the job satisfaction among 
employees working in retail lesser they will think about quitting their present work and 
searching for another. When employees are content with their work, feeling of intention 
to quit reduces which is shown by the given results thus depicting inverse significant 
relation. Thus the given table 6 shows significant inverse relation between job 
satisfaction and intention to quit. 
6.5.5 Intention to quit and Self- Esteem- The given table-7 shows the test between self 
esteem and intention to quit. The p value obtained is 0.03 which is less than 0.05 thus the 
value is significant. 
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Table - 7 Self- Esteem (Se) 
Intention to Self 
quit(lq) esteem 
(Sc) 
Pearson correlation 	intention to quit(Iq 1.000 .119 
Self esteem .119 1.000 
Sig ( I —tailed) 	intention to quit .003 
Self esteem .003 
N 	 intention to quit 523 523 
Self esteem 523 523 
The value of r —.1 19. The positive r value implies that increase in the self- esteem will be 
followed by increase in the feeling of intention to quit. Conclusively it can be stated that 
there is a significant positive relation among variable. Self esteem is the self perceived 
abilities and employees' self confidence among themselves. When employees feel that 
they are not considered as a part of the organization, they feel isolated. Their inner 
conscious allow them to shift to another job The given analysis shows p value 0.03 
which is quite near to 0.05 thus the value is considered as significant. Employees who 
have high self -esteem, started feeling lonely when they are not motivated or are ignored 
by the managers. Thus they got dissatisfied and cut themselves off from others. 
Moreover, all this reduce their interest in the work and they began to think about quitting 
their jobs. They started looking for those jobs which can bring carrier growth as well as 
inner self- satisfaction. The given analysis with significant value also illustrates the 
results showing relation among variables. 
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6.5.6 Intention to quit and Commitment to organization- 
Table - 8 Commitment to organization (Cm) 
Commitment 
Intention to to 
quit(lq) organization 
(Cm)  
Pearson correlation 	intention to quit(lq) 1.000 -.225 
Commitment to organization -.225 1.000 
Sig (I —tailed) 	intention to quit .000 
Commitment to organization .000 
N 523 523 
523 523 
The correlation table - 8 shows the relation between commitment to organization and 
intention to quit The given p value is 0.00 which is less than 0.05 thus the value is 
significant. The coefficient correlation shows the negative value -.225 which shows 
negative relation. It means higher is the commitment to organization among workers, 
less is the feeling of intention to quit that arises among them. Decisively it can be said 
that there is a significant negative relation between variable. Organization commitment 
occurs when the employee wants to remain attached to an organization to help 
accomplish its goal. Organizations would constantly offer them opportunities to grow in 
their career paths. Embracing this belief, employees stay on. They get more inclined and 
extend their commitment to the company if it provides promotion, give them task 
significance, autonomy, growth for improving their skills and motivate them by 
evaluating their job performance, along with supervisor's support. When employees are 
given all these facilities, they not only get committed but also take part in achieving the 
goals of the organization. They started considering themselves as a part of the company 
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and intent to stay longer. The given analysis also illustrate the significant p value with 
negative r thus showing the inverse correlation, that is, higher is the organization 
commitment lower is the feeling of intention to quit .Thus organization commitment is 
inversely related to intention to quit . Thus the given table 8 shows the inverse correlation 
between commitment to organization and intention to quit. 
6.6 Regression — Linear Regression is used to know the relationship between a 
dependent variable and independent variables. In case on one explanatory variable it is 
simple regression and more than one explanatory variable it is multiple regression. The 
given tables show multiple regressions. Table9 shoes the subcommand indicates the 
dependent variable. Here intention to quit is taken as the criterion variable. The variables 
access were stressors, job stress. and commitment to organization, self- esteem, 
supervisor's support, and job satisfaction. These are the set of predictor variables that 
make up the model and the success of this model helps in predicting the criterion variable 
which is further assessed. 
Table - 9 Model Summary' 
Model 
Std. Error 
Change Statistics 
R R Adjusted of the R Square F Sig. F 
Square R Square Estimate Change Change 	Dfl df2 	Change 
1 	.462 .214 	.205 	.87023 .214 r2-3.394 	6 516 	.00 
a. Predictors: (Constant), Cm, St, Sc, S, SS, Js 
In the given table 9, R is a measure of the correlation between the observed value and the 
predicted value of the criterion variable. R Square is the square of this measure of 
correlation and indicates the proportion of the variance in the criterion variable. The 
W1  
adjusted R-squared is often used to summarize the fit as it takes into account the number 
of variables in the model. In general, values of R square below 0.2 are considered weak, 
between 0.2 and 0.4. moderate, and above 0.4, strong. In the given table the value of R is 
0.462 and R square is 0.214 The adjusted r square value tells us that our model is 
moderate with constant predictors that accounts for 21.84 % of variance with the 
significance at 0.00 levels. 
Table - 10 ANOVA 
Model 
Sum of 
Squares 
Df 
Mean Square 
IF Sig. 
I Regression 106.297 6 17.716 23.394 .000° 
Residual 390.766 516 .757 
oral 497.063 522 
a. Predictors: (Constant), Cm, St, Sc, S, SS, is 
b. Dependent Variable: Iq 
The above table 10 depicts an Analysis of Variance, which evaluate the overall 
significance of our model. It basically tells us whether the regression equation is 
explaining a statistically significant portion of the variability in the dependent variable 
from variability in the independent variables. The f statistic in the ANOVA table is 
simply a test of the overall relationship between Y and all the predictors. It can be 
thought of as the ratio of MS regression to MS residual as well as a test of the null 
hypothesis. The given tablelO shows that the entire six predictors variable have a 
significant relation with intention to quit which is dependent variable. The p value 
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obtained is 0.00 which is lesser than 0.05 with correspond f value 23.394.This means our 
model is significant and support the hypothesized framework describe earlier. 
Coefficients' Table - 11 
Model Unstandardized 
Coefficients 
Standardized 
Coefficients 
T Sig. B Std. Error Beta 
I (Constant) 5.421 .663 8.180 .000 
St .225 .103 .086 2.175 .030 
SS -.176 .069 -.106 2.553 .011 
S .072 .051 .057 1.399 .163 
Js -.757 .105 -.317 -7.215 .000 
Se .157 .082 .075 1.916 .056 
Cm -.207 .075 -.114 -2774 .006 
a. Dependent Variable: Iq 
The given table II shows the un-standardized beta coefficient which represents the effect 
of an independent variable on the dependent variable The Standardized Beta Coefficients 
give a measure of the contribution of each variable to the model. A large value indicates 
that a unit change in this predictor variable has a large effect on the criterion variable. 
The t and Sig (p) values give a rough indication of the impact of each predictor variable - 
a big absolute t value and small p value suggests that a predictor variable is having a 
large impact on the criterion variable. The given table shows constant value 5.421 with 
first independent variable stressors giving b value .225 with the beta value .086, t = 
2.175 and p = 0.03. The given p value is 0.03 which is less than 0.05 hence; the value is 
significant and shows the relationship existing between stressors and intention to quit. 
Here Stressors measured four aspects of stress that are role ambiguity, role conflict, work 
overload and work family conflicts. All these factors are analysed under stressors. The 
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significant p value shows that it has an impact on the dependant variable which is 
intention to quit. The more the employees feel stressors in their work the more they think 
about quitting their job. Thus there is a significant effect between stressors and intention 
to quit. 
The second independent variable supervisor support shows b value -.176 beta value = - 
106 with t value = -2.553 and p = 0.011. The p value is 0.01 which is less than 0.05 
thus, the value is significant. But here b and t value is showing negative value which 
depicts the negative inverse relationship between supervisor support and intention to quit. 
The significant values have an impact on the criterion value. Higher the supervisor 
support, lower is the feeling of intention the quit among employees. Thus the given 
analysis examine that there is a significant effect between supervisor's support and 
intention to quit. The more mangers provide supports to the employee in dealing with 
their work and in motivating them, the more employees' feel satisfied and intend to work 
thus lowering the feeling of intention to quit in the organization. 
The third independent variable stress has b value= .072, beta value = 0.57, t value = 
1.399 and p value = 0.163. The given p value is more than 0.05 hence the value is not 
statistically significant. Since the given p value is more than the significant value, it 
would not have an impact on the dependent variable .Hence the given value depicts that 
there is no significant effect between job stress and intention to quit. The given analysis 
shows that it is not obligatory that whenever employees feel stress in their work they do 
think about quitting their jobs. Employees are ready to hear the stress but are not ready to 
leave their jobs. The survey was carried in a developing country India where quitting a 
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job is not an effortless decision. Thus the given analysis shows that even the employee 
feel stress in their job, they do not plan to leave it and continue working in it. 
The fourth variable is Job satisfaction with b = -.757, the beta value = -.317 with t value = 
-7-215 and p ° 0.00. The value of p is significant as it is less than 0.05 but b, t and beta 
value is coming negative which shows the converse relationship between job satisfaction 
and intention to quit. The more employees feel satisfied in their job, the less they think 
about intention to quit. Job satisfaction include over all satisfaction which include 
motivation through pay and incentive. When employees see their carrier growth, they get 
more committed to the organization. The given analysis also shows significant inverse 
relation which exhibits that there is a significant effect between job satisfaction and 
intention to quit. 
The fifth independent variable is Self- esteem shows the b value =. 157, beta value = 0.75 
with t value = 1.916 and p value = 0.056. The given p value is slightly more than the 
significant value which is 0.05. Since there is a small difference statistically, it could be 
considered as a non significant value which displays there is no relationship between self-
esteem and intention to quit. The given analysis shows that there is no significant effect 
between self-esteem and intention to quit However the given value does not show much 
impact on the criterion value as above results shows the value little more than 
significant value . The last variable in the given table is commitment to organization here 
the b = -.207 beta value = -.114, t = -2.774 and p = .006. The given p value is significant 
as it is less than 0.05 but the given t and beta value is negative thus it highlights the 
inverse relation between the variables The more the employees feel committed to the 
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organization, lesser the feeling of intention to quit arise among workers working in 
retail. 
6.7 Multiple Regression Equation- Multiple regressions are the technique that allows 
additional factors to enter the analysis separately so that the effect of each can be 
estimated. It is valuable to enumerate the impact of various immediate influences upon a 
single dependent variable. Further, with simple regression, multiple regressions are often 
considered when there is a need to investigate the effects of one independent variable on 
others. Multiple regression analysis is competent in dealing with, arbitrarily, large 
number of explanatory variables. The variable chosen are analysed and equation is 
formed. 
Y=a + b1 X1 + b2X2 + b3X3+64X4+65X5+b6X6 
Y is the value of the Dependent variable (Y), what is being predicted or explained, a 
(Alpha) is the Constant or intercept, b, is the Slope (Beta coefficient) for X, X t First 
independent variable explain the variance in Y, b2 is the Slope (Beta b3 is the Slope (Beta 
coefficient) for X3 coefficient) for X2, X2 Second independent variable explains the 
variance in Y. X3 . third independent variable explain the variance in Y. Variable X4 is 
the fourth independent variable that explain the variance in Y , X5 and X6 is the fifth , 
sixth independent variable . On the basis of the tests equation will be formed as 
lq — 5.4321+(.225)(st)+(-,176)(ss)+(0.72)(s) + (-.757)(js) + (.157)(se)+ (-.207)(cm) 
Here, intention to quit (lq) is the depended variable. 5.431 is the alpha which is constant, 
.225 is bl that is beta coefficients for xl which is taken as first independent variable 
stressors (st), (-.176) is b2 the second independent variable supervisor support (ss). 0.72 
is b3 the third independent variable stress (s), -.757 is b4 with job satisfaction (is) as 
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fourth independent variable. .157 is beta coefficient b5 with self esteem (se) as fifth 
variable, -.207 is b6 with sixth independent variable commitment to organization. This 
equation is formed from table II. 
The given below are the figures that are formed by locating the variables in graph form. 
The given below is the histogram showing regression standardized residual. 
Figures 4, 4.1, 4.2, 4.3 
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Partial regression plots - Plots residuals from regression models to determine association 
between Y and XI after removing the effect of other variable. In the given figure partial 
regression plot show the association between intention to quit and stressors (st). Similarly 
the figures shown below shows association between the intentions to quit and the factors 
chosen, that is, supervisor support (ss), stress(s), job satisfaction (js), self esteem (se), 
commitment to organization (cm) 
Figures 4.4, 4.5, 4.6 
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Chapter VII 
Discussions 
CHAPTER VII 
DISCUSSIONS 
The findings of the study substantiate with the hypothesis and the observations of earlier 
researchers, After analyzing the data through tests the framed hypothesis was either 
rejected or fails to reject on the basis of results. 
Hal - there is no sign cant relationship between stressors and intention to quit. 
The given table 3 shows the direct relation between stressors and intention to quit at 0.00 
significant levels. Thus hypothesis Hal is rejected as there is a significant relation 
between stressors and intention to quit. Hence, it shows that if the employees feel stress 
in the workplace, the feeling of intention to quit arises. Role ambiguity, role conflict, 
work overload and family conflict are the sub factors that have been analysed under 
stressors on the given table 3. The specified result replicate (Brymer, 1982) research 
work which say stress beyond a point do have a negative impact on the work and thus 
increase the tendency to terminate employment. Even (Bettencourt and Brown 2003) 
have discuses in their study that employees encountering role conflict may experience 
psychological withdrawal from the job leading to reduced job performance. However, 
(Firth 2004) study shows slightly different results which illustrate that there was no direct 
relationship between job stressors and intention to quit in the data; rather, job stressors 
impacted upon intention to quit through perceived support from supervisors. While our 
study give results that stressors directly influence the job-related tension which led to 
uncomfortable surroundings in the employee's instant workplace. Work related stress, 
role conflicts; family conflicts are kind of stressors which are common among retail 
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workers. It reduces the employee's participation in work thus evolving the feeling of 
intention to quit. 
— there is no significant relation between supervisor support and intention to quit. 
The given table 4 shows the significant and negative relation between variables. The 
coefficient correlation is -.236 with significance at 0.00 levels. Thus it shows that higher 
is the support of the manger, the lower is the feeling of intention to quit. Hypothesis Hoe 
is rejected as there is a significant inverse relationship between supervisor's support and 
intention to quit. Superiors care about employees' interest value their assistance, and are 
generally encouraging for them. Strong supervisor support help employees gain positive 
environment which reduce their stress. 
The given analysis shows the inverse relation, that is, higher the supervisor's support, 
lower is the feeling of intention to quit. Employee with higher supervisor support has 
greater commitment towards their organization. (Spector 2000) has also converse that 
employees who are more satisfied with their work experiences and environment stay for a 
longer period in organization. The role of supervisor is of great importance in retail 
organization. Manager's communications with salespeople helps to recognize and 
simplify areas of ambiguity. However if supervisors are not supportive towards their 
employees, then it affect their performance and they face challenges and hardship in 
managing their work. As from the given analysis it clearly shows that for an effective 
working environment, supervisor should have a positive role in dealing with the retail 
workers. When emploNees work for supportive managers then less stress and greater 
productivity are reported (Davis and Landa, 1999). However a (Firth 2004) result shows 
that perceptions of supervisors' support acted to reduce intention to quit. The analysis 
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doesn't depict significant relation among variables as shown in the given results. It shows 
inverse significant relation that is higher is the supervisor support lower is the feeling of 
intention to quit. 
Ho - there is no significant relationship between job stress and intention to quit. 
The given table - 5 shows the significant relation between job stress and intention to quit 
with coefficient of correlation .179 which is significant at 0.00 levels. Thus the 
hypothesis 1103 is rejected as the relationship exists between variables. Stress is a 
condition that directly and negatively affects an individual's efficiency. From the given 
analysis it is clear that an increase job stress among retail workers do have an impact on 
their work. They led t emotionally drained and tensed which reduce their work and also 
give rise to the feeling of intention to quit. The given findings emulate previous work of 
(Montgomery et al., 1996) which says Job stress is very much jobbing related. Job stress 
arises due to Job related uncertainty like promotion and lack of opportunity since growth 
is not much in retail sector. All these factors increase stress among employees. Feelings 
of stress (e.g. feeling emotionally drained; tense) not only contribute to a reduced sense 
of job satisfaction, but also was the variable with the next highest contribution to 
intention to quit (Firth 2004). Job stress does have negative impact on employee work. 
Thus to ventilate the feeling of stress, there is a need of an intervention strategy. 
(Spreitzer et al., 1997) suggested that Empowerment is considered as an effective buffer 
against stress. It provides individuals with important resources such as self-sufficiency, 
participation in decision-making and a sense of competence, thus helping them to cope 
with stressful events. The more the organization gets involved with employees the more 
devoted they will be in giving the desired outcome. 
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Hoa - there is no significant relationship between job satisfaction and intention to quit. 
The given table 6 shows the negative correlation coefficient -.416 which is significant at 
0.00 levels. There is a significant negative relation between variables which shows higher 
is the job satisfaction among employees lower is the feeling of intention to quit among 
them. Thus hypothesis I l04  is rejected as the given analysis shows that the relationship 
exists between job stress and intention to quit. The analysis shows that if employees are 
satisfied with work, pay, promotion and co-workers, then it leads to an overall job 
satisfaction and thus employees will tend to stay for longer period. Job satisfaction is 
positive emotional state of one's job experience. Work is a large part of an employee's 
life. Therefore, employees who are satisfied with their working environment will perform 
at an optimum level. This satisfaction could be formed with motivating factors like 
recognition, the job performed, responsibility, promotion and factors related to the job 
itself for personal development. 
Even (Daft, 2003) express in his context that employee are said to experience job 
satisfaction when their work matches their needs and wellbeing, when working 
surroundings and rewards (such as pay) are satisfactory for them, and when the 
employees like their co-workers. The inverse relation in the given table clearly shows that 
in retail organization the more the employees are satisfied with their jobs the less they 
think about quitting their work. Job satisfaction increase organization commitment and 
reduce their turnover intention. (Mackenzie et al., 1998) in his work has described that 
when employees are committed to the organization, they are capable of making an effort 
beyond what is expected of them in order to put in to the interest of the firm . (Firth 2004) 
tested model also shows that the major impact in reducing employees' intention to quit 
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came from a sense of commitment to the organization and from a sense of job 
satisfaction. Both these factors can be interpreted to suggest that a high degree of 
reciprocity exists between the individual and the organization. That is, the more satisfied 
individuals are with the job, the more committed they will be to the organization. 
Hos- there is no sign fcan( relationship between self esteem and intention to quit 
The given table 7 shows the coefficient of correlation .119 which is significant at 0.00 
levels which shows that self -esteem had direct but slight effect on intention to quit. Thus 
hypothesis Hos  is rejected. Self-esteem refers to the appraisal that individuals make with 
regard to themselves. The number of other studies have provided support for the 
contention that high self-esteem is correlated with job satisfaction (e.g. Greenhaus and 
Badin, 1974; Inkson, 1978; Kohli, 1985; Teas, 1981, 1982 ) and job satisfaction is 
inversely related to intention to quit. Even (Firth 2004) study shows that self-esteem had 
a direct but negligible total effect upon intention to quit. This shows that even after 
testing in two different conditions the results appear to be same. Even (Lusch and 
Serpkenci's 1990) explored the relationship between job satisfaction and self-esteem and 
shows that achievement orientation had a significant (positive) relation to job satisfaction. 
They suggested that people with high levels of accomplishment course are highly self 
motivated to seek and overcome challenges in theirjobs. Self-esteem also had a direct but 
negligible total effect upon intention to quit. 
H06- there is no significant relationship between commitment to organization and 
intention to quit. 
The given table 8 shows commitment to organization has negative coefficient of 
correlation -.225 significant at 0.00 levels. Thus the hypothesis Hes is rejected as there is 
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a significant negative relation between variables. The given analysis shows negative 
relation, that is, higher the commitment of employees towards their organization the less 
is the feeling of intention to quit. The highest satisfaction among employees comes when 
they are involved in organizational activities. (Witt et al., 2000) rightly suggest that 
participation increases employee motivation, gives them job satisfaction and also 
organizational commitment. In retail sector employee empowerment increase their desire 
to remain in the organization and help to accomplish their goals. However negative work 
environments, lack of opportunities for employees give them the prospect to look for 
financially more attractive jobs elsewhere. Thus to retain employees it is important that 
they feel satisfy in their working place as positive, satisfying work environment increases 
employee's desire to stay for long period 
1107- there is no significant effect between stressors and intention to quit 
The given table 11 shows the beta value of stressors = .086, t value = 2.175 and p = 0.03. 
The value is less than 0.05 hence the value is significant and shows the effect between 
stressors and intention to quit. Thus hypothesis Hoy is rejected as there is a significant 
effect between variables. Stressful environment may weaken individual's health and so 
they are unable to cope with work which affects their performance. Job stressors are 
found to be associated with higher levels of self-reported burnout. The burnout 
components are associated with less work satisfaction, greater intentions to quit and 
reduced psychological well-being. These Negative effects reduce employee efficiency, 
decreased the capacity to perform, and reduce their interest in work which later results in 
employee withdrawal behaviour. (Sparks and Cooper, 1999) also discuss that the conflict 
between home and work also become stressful for employees. (Low et al.,2001) has 
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conferred about salespeople in retail who have high stress levels which result in high 
emotional exhaustion, high turnover intentions, and low performance. The given result 
exhibits the effect between variable. 
Hoa- !here is no significant effect between supervisor support and intention to quit 
Supervisor support shows beta value = - 106 with t value — -2.553 and p = 0.01 which is 
less than 0.05. The negative value shows the negative relation, that is, higher the 
supervisor's support the lower is the feeling of intention to quit. Thus hypothesis Hag is 
rejected as there is a significant negative effect between supervisor support and intention 
to quit. Mangers' support in retail organization is of great importance as it develops 
positive work setting for the workers and develops interest in their work. Even (Tehrani 
et a]. 2007) suggest that managers can create a more positive environment where 
employees can flourish and thus increase their feelings of wellbeing at work. Employees 
having quality relationships with their managers feel more desire to work and support the 
organization by giving better results. Thus manger support reduces the negative reeling of 
employees as they tend to stay for longer time. 
Hos- there is no significant effect between job stress and intention to quit. 
The given table I I shows variable Stress with the beta value = 0.57, t value — 1.399 and p 
value = 0.163. Since the value is more than 0.05, it is not significant at 0.05 levels. There 
is no significant effect between job stress and intention to quit thus hypothesis Hoe  is fail 
to reject. Stress is associated with impaired individual functioning in the workplace. 
Negative effects include reduced efficiency, decreased capacity to perform; dampened 
initiative and reduced interest in working with increased rigidity of thought. Job stress 
effect the performance of the employee. Montgomery et al., (1996) also discussed that 
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job stress is an employee's awareness or feeling of personal dysfunctional conditions that 
are happenings in the workplace. Stress in the workplace can make employee emotionally 
disturbed. As (Cartwright and Cooper 2002) emphasis that "growing research evidence 
suggests that the most effective way in which organizations can reduce workplace stress 
is by eliminating or modifying the sources of stress inherent in the work environment". 
On the basis of results it can be shown that there is no significant effect between variable. 
H10 - there is no significant e#i ct between job satisfaction and intention to quit 
Job satisfaction is the variable taken whose beta value = - .317 with t value = -7.215 and 
p = 0.00. Hence the value of p is significant at 0.00 levels but the t and beta values are 
negative thus showing the negative effect among variables. Higher the job satisfaction 
lower is the feeling of intention to quit. Hypothesis H i „ is rejected as there is an effect 
between variables. Job satisfaction is closely related to organizational commitment. 
When employees are satisfied with their work, they plan to stay. Job satisfaction is 
influenced by a supportive work climate, the perception of being part of a team, and an 
absence of feelings that one's personal life has been disrupted. However, if employees' 
roles are not managed effectively then they are likely to develop dissatisfaction. Once the 
negative feeling arises, it affects the levels of their commitment, lower the productivity, 
and increase the intention to resign. According to (Hendrie, 2004) the main causes of 
employee turnover have been attributed to staff' dissatisfaction. It may occur due to the 
factors like skills shortages and low job satisfaction. Raising skill levels can increase the 
job satisfaction and hence improve turnover. (Maertz and Griffith, 2004) rightly talk 
about that the importance of pay, work organization and work conditions and how all 
these factors help in shaping job satisfaction among workers. The given results shows 
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the negative effect which illustrate that there is a significant outcome that exists between 
variables. 
Ho'  - there is no significant effect between self-esteem and intention to quit. 
Self esteem shows the beta value ° 0.75 with t value = 1.916 and p value = 0.056. The 
given p value is not significant as it is more than 0.05. Hence it exhibits that there is no 
effect between self-esteem and intention to quit. Thus hypothesis Hon is fail to reject. 
There is no significant effect between self- esteem and intention to quit. The increase in 
employee turnover is mainly due to the work environment. Jobs which people perform 
are not sufficient enough to meet the urge of employees who have a higher self-esteem 
(Simon Booth and Kristian Hamer 2007). 
Holz - there is no significant effect between commitment to organization and intention 
to quit. 
Commitment to organization have the beta value - -.114, t - -2.774 and p - .006. The p 
value is less than 0.05 which is significant. Since the value oft and beta are negative, so 
it gives the negative effect. The more an employee feels committed to organization the 
less is the feeling of intention to quit. Thus hypothesis H012 is rejected as there are 
negative effects between variables, Organizational commitment is an attachment with the 
organization which arises when the individual believes strongly in the organization's 
values and goals. When employees trust the management, they are more likely to be 
committed. When they are committed, they think less about quitting their jobs. Work 
satisfaction happens when a person builds up a state of steady relaxation as a result of 
met expectations and needs. Previous studies by researchers (Roberto Luna-Aroeas and 
Joaquin Camps 2008) also shows that Employee commitment is negatively related to 
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turnover and the relationship between job satisfaction and turnover intentions was 
arbitrate by employee commitment. Organizational commitment is important and useful 
to outcomes, including turnover intentions and support of organization leaders as 
organizational commitment has been found to affect other organizational factors (Lum et 
al., 1998).The given results emphasize on negative effect between variable. The more the 
employees are committed to their organization, the less they think about quitting their 
jobs. 
Table — 12 Hypothesis Results 
Hypothesis Results 
Het Rejected 
H02 Rejected 
H0 Rejected 
H04 Rejected 
His  Rejected 
H06 Rejected 
H07 Rejected 
Has Rejected 
He9 Failed to Reject 
H ie Rejected 
Heil Failed to Reject 
Hey, Rejected 
Hypothesis Hui, which is taken as stressors, is rejected as there is a significant relation 
between stressors and intention to quit. Hypothesis Ho,, which includes supervisor's 
support the null hypothesis, is rejected as there is a relation between supervisor's support 
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and intention to quit. H03 is job stress and its also rejected as it depicts that relation exists 
between job stress and intention to quit. H is job satisfaction. This hypothesis is rejected 
as there is a relation between variables. H05 is self esteem and the given hypothesis is also 
rejected as its shows that there is a relation between self -esteem and intention to quit. H06 
describes about organizational commitment and the given analysis illustrates that there is 
a relation between organization commitment and intention to quit. 1107 is stressors and 
reject the framed hypothesis which says there is no significant effect between stressors 
and intention to quit. H,,, shows that there is an effect between supervisor's support and 
intention to quit. H1 „ is job satisfaction and ll,,1 2 is commitment to the organizations. 
Both these hypotheses are rejected as there is an effect between independent variable and 
depended variable. Hog is job stress; and Hui i is self- esteem. They both fail to reject as 
there is a significant effect between job stress and intention to quit as well as self- esteem 
and intention to quit. 
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Chapter VIII 
Conclusions 
CHAPTER VIII 
Conclusions 
Si Conclusions and suggestions 
The first objective of this study was to identify the factors which are responsible for the 
feeling of intention to quit among employees in retail sector. The given analysis shows that 
factors like. stressors. lack of supervisor's support and job stress gave rise to the feeling of 
intention to quit. When employees feel stress in the working environment, they develop 
the feeling of intention to quit, however, organizational commitment decreases only when 
employees are not satisfied with their working environment. Job satisfaction plays inverse 
role only when the employees are not contented with the kind of the work they are 
supposed to do. Employees working in the retail sector do feel strain due to hectic working 
schedule. Thus the rejection of formulated hypothesis shows that there is a significant 
relation between stressors, job stress, supervisor's support and organization commitment. 
Any dissatisfaction among any of these factors gave rise to the feeling of intention to quit 
among workers. As noted by (Taylor and Bain 1999), mangers need to intervene in order 
to reduce the pressure of employees working in service sectors. 
The second objective was to analyze the effect of stressors and job stress on employees' 
quitting behaviour. Stressors include role ambiguity, role conflicts, work overload and 
work family conflicts. Stress arises when employees feel tensed in their work due to the 
lack of clarity about their work and long working hours which affect their performance. 
Both stressors and job stress affect employees' productivity resulting in a high response, 
that is, feeling of intention to quit. Framed hypothesis Hai  and H03, when got rejected, 
shows that there is a relation that exists between stressors, job stress and intention to quit. 
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The given analysis even shows that the employees have high stress due to work and family 
conflicts in the retail sector. Thus employees who feel stress in their work tends to look for 
alternate jobs that can shape up their carriers, Job enrichment, career perspective, training 
and development opportunities, a supportive work environment and improve work-life 
balance (Allen or al., 2003; Anderson et al., 2002) are the initiatives taken by the service 
sector organizations to reduce employees' intention to quit that arises from stress. 
[he third objective of the study was to examine the effects of job satisfaction and 
organization commitment on employee and to relate it with intention to quit. On analyzing 
it was found that job satisfaction shows inverse relation with intention to quit. Higher the 
job satisfaction among employees, lower is the feeling of intention to quit among them. 
Job satisfaction occurs when employees feel satisfied in the working environment and thus 
intend to stay longer. Through the results that was analysed it was shown that satisfaction 
among employees can also occur when employees have good relation with the managers. 
get motivation through recognition, and have career growth in their work. Hence there is a 
need to create an environment in which employees are willing to stay (Harris, 
2000).OrganizationaI commitment shows inverse relation with intention to quit. Higher 
the commitment among employees, lesser they think about leaving the organization. Thus 
both organizational commitment and job satisfaction shows inverse relation with intention 
to quit. 
The fourth objective was to investigate to know how factors like self esteem and 
supervisor support contributes to the employee's intention to quit. Supervisor's support is 
determined by the extent to which the managers help the employees in dealing up with the 
problems they face while working in retail sector. Continuous work with same routine 
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causes employees to lose interest in their work. Thus the effective supervisors' supports 
help employees in dealing with their problems and give them the feeling that they got 
heard. Even the analysis shows the inverse relation between supervisor's support and 
intention to quit. Higher is the support from supervisor, lesser the employees get the 
feeling of intention to quit theirjobs. Many literatures based on retention practices focuses 
on the impact of Human Resource practices and employee retention e.g. (Allen et al., 
2003). Self- esteem is employees' inner perception about themselves. Employees with 
high self- esteem are quite reactive about the kind of importance they get in the 
organization. If they are not considered as an important part of the organizations then they 
tend to leave their work. Even the results show that self -esteem do have the relation with 
intention to quit. 
The fifth objective was to investigate how job stress, job satisfaction and commitment 
affect the employees and to relate these variables with employees' intention to quit. Job 
stress has negative effects on employees as it gives lot of strain to them. It is one of the 
major factor which brings the feeling of leaving one's job .Organizational commitment 
gives positive feeling among employees. Once they began working for the goals and 
values of the establishments, they staved considering themselves to be a part of them. Any 
dissatisfaction causes them to think about quitting. That is why there is an inverse relation 
between them. Similarly in job satisfaction, higher the employee enjoyed their work the 
more they think about remaining in their work. 
The last objective was to suggest or propose various employee retention strategies that 
could reduce the quitting behaviour of employees in retail. Various retention policies are 
carried out but implanting an effective policy is a big task especially in an Indian scenario. 
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Employees working in retail sectors suffers with the problem when their pay scale is not 
high; there are no incentives and bonus even after finishing the given target, lack of 
facilities, lack of supervisor's support and long hours of work which finishes their family 
life. Moreover, there is no carrier growth. All these reasons make employees dissatisfied 
and they plan to leave their work. Thus to retain employees, service sector needs to look 
on all these factors and should try to improve them, otherwise, the industry will keep 
losing their talented employees. Thus performance development, career development, 
employee- manager relation, recognition and reward, and career planning can be the 
retention factors (Scheweyer, 2004). 
Today Organizations are under tremendous pressure that occurs from both internal as well 
as external environments to improve their performance and to survive in market 
competition. The globalization of the markets is increasing the competition for the 
developing countries as they make entry into the global business This in turn is threatening 
the market stability and forcing the existing organizations to rapidly upgrade their 
technological levels as well as improve their customer service departments to the 
international level. 
In the growing market, retail industry has appeared as one of the foremost promising trends 
in the whole economical cycle. Retail is the only marketplace which provides the consumer 
a vital platform to encounter with their desired goods. From past few years India has been 
encountering a rebellion in the retail market. The industry has been growing at an incredible 
pace with assorted new companies entering and giving competitive environment. Retail is a 
highly manpower industry where human resource has an imperative role to play. With such 
tiff environment and attractive job opportunity elsewhere, it is difficult to retain talent in 
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retail sector. Thus the industry faces the problem of employee turnover. The Human 
Resource function in service sector organizations, like retailing, is one of the pillars of 
success. In the new business environment, employees are no more the means to maintain 
services only. It plays a strategic role in recognizing business goals and improving 
organizational performance. In today's environment, the entirety alteration of human 
resources has become both a business requirement as well as a value adding opportunity. 
The Human Resource functions will be needed for the future contest confronting the 
organization as their retention acts as "motivational forces" for organizations (Griffeth 
2004). The workforce is certainly an increasingly important source of competitive 
advantage. Thus any employee's loss affects the organization as a whole. Therefore, there 
is a need to find out the factors which lead to the feeling of intention to quit among workers 
in retail sectors. 
Retail is an employee concentrated economic activity where human resource acts as support 
to this service sector. From past few years, with the rise of an organized sector in India, it 
is providing a large employment opportunity to people. Ho%kever, in spite of the entire 
positive environment, retail sectors face problems when employees started looking for 
another job. The present study aims to analyze how the chosen factors affect today's 
working environment and estimate how these variable acts as a predictor of individuals' 
quitting behaviour. Results from the study shows that sales worker do not feel satisfy in the 
organization when they feel stressors in the work environment. Uncertainty, on the part of 
employees, about key requirements of their jobs, role conflict, work overload due to hectic 
working schedule, and v ork family conflict are the stressors that effect employee's 
performance and thus they lose the interest in their work. Even hypothetically it has been 
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proved that higher is the stressors among employees the more they intent to leave their jobs. 
When the overall work satisfaction level is sufficiently low, the person will develop a 
behavioural intention to quit his or her job and find alternative employment. The factors that 
reduce the chain of psychological states that lead to intention to quit are job satisfaction, 
supervisor's support. and commitment to the organization. 
Supervisor support is influential mediator that can reduce the impact of stressors on 
psychological states and intention to quit. Monitoring the workloads and supervisor — 
subordinate relationships by the management may not only reduce stress but also increase 
job satisfaction and commitment to the organization. Further, giving importance to quitting 
intentions, managers need to supervise both extrinsic as well as intrinsic sources of job 
satisfaction available to the employees. Employees' are committed to an organization in 
return for certain rewards, which can be extrinsic (salary) or intrinsic (job satisfaction). 
Employees who are offered challenging, exciting and interesting work tend to be more 
involved and satisfied, and in turn remain more committed and are less likely to leave their 
organization (Workman and Bommer, 2004). Job satisfaction and organizational 
commitment have negative relation with intention to quit as shown in the results. Higher is 
the satisfaction among employees, less they think about intention to quit. Pleased employees 
produce more results, and are less likely to leave. Thus it is a company's ability to retain the 
kind of workers it wants and need as it has a direct impact on its profitability and 
effectiveness. Research shows that to retain employees (Hale, 1998) in today's environment 
is a big challenge. When Employees feel respected and valued, they perceived that they are 
being paid and there is a growth within the organization. Thus they intend to stay. 
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These are some of the observations that are being made that give negative feeling to the 
employees in the workplaces. When Employees feel that they have not been given the 
required opportunity that is required Ibr the job then there occurs a lack of trust in the 
workplace. The working environment is so mystifying that employees forget what they are 
there for, and often lose their job passion. There is too much of a continued existence into 
the working environment. Thus it lacks innovation which suppresses their creativity and 
increases stress. Lacks of reward and bonus systems do not recognize what they were 
intended to do. Employees feel unappreciated and there is a lack of meaningful feedback 
from the managers. Employees will not stay if they are not involved in decision making. 
Many employees know that they need to be responsible for their own career planning. 
Employees feel rather pessimistic about the extent to which their organization lives up to its 
promises (Turnley andFeldman, 1998). It is important for the employees to get recognized 
for what they are doing, to be proactive and constructive. Lack of appreciation creates a 
non-satisfactory feeling among workers and feeling of intention to quit arises. Employees 
started looking for job opportunity elsewhere. Employees, when work in a positive 
environment, stay for longer period of time (Harris, 2000). 
Organizations will need to either create an intellectual capital environment where the 
transmission of knowledge takes place throughout the structure, or continue to lose 
important individual knowledge that has been developed during the length of service 
(Harris, 2000). When Employee is unclear or unmotivated about the goals they want to 
achieve then they lose interest as they do not get a sense of what their role and expectations 
are. Employees also leave due to personality conflicts, that is, when they are not able to 
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cope up with family conflicts and work family stress and are incapable of balancing home 
and the demands of work. This reduces their efficiency of work. 
There is a need to find out how to increase employees' satisfaction. Increased employee 
satisfaction and understanding the employees' relationship (Rousseau 2001) with 
organization will increase employees' retention. It provides a venue to offer staff valuable 
training in order to help them balance work and home and to reduce their stress levels. 
Enhanced communications in the workplace helps the leader of the organization to know 
the employees, their concerns and the issues that are needed to be addressed. For an 
increased clarity in the workplace, it is important that employees have a process to know 
what they are obtaining on a daily basis. Increased team building and self-leadership help 
employees take responsibilities and work more effectively. The very talented are less likely 
to be motivated to leave just for the money when the workplace meets their needs and they 
see a positive culture. The loyalty in employees is increased when they know that the 
employer is interested in their perceptions and values. 
The common factors affecting employees' satisfaction and the likeliness to leave are 
satisfaction with rewards and recognition. The carrier opportunity and financial 
inducements (Allen et al., 2003) are considered important for employee's satisfaction with 
position as an indicator for likeliness. Conclusion from this study is that the employees 
seem to have an increased desire for a flexible work schedule. Flexible work schedule was 
seen as one of the main reasons to remain with the existing organization, if employees are 
offered job in another organization. In addition, this factor was considered as a significant 
factor in the employee retention efforts. The researcher shows that flexible work schedule 
will increasingly be an important concern in the efforts to retain employees. Retaining the 
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talented employees include the ability of the company to attain its strategic business 
objectives and to gain a competitive advantage over its existing and potential competitors. 
Supervisors were willing to endow to retain their employees rather than to risk reducing 
productivity and profitability from the turnover of a critical employee. These conclusions 
designate that organizations should identify their valuable employees, understand their 
needs with regards to career and are able to continuously meet the expectations and needs 
of these employees. It is through positive efforts that the organization can reduce the 
likelihood of losing the employees. 
Satisfied and effective employees must be retained in the workplace. It is important to seek 
and understand the needs of the corporate vision, as well as the needs of the employees, 
and work to create an effective environment course. There is incongruence between what 
employees want and what organizations are providing. This study indicates that major 
motivators used by organizations are stress free working environment, employee skill 
development, recognition, role clarity, career growth and support from management. To 
retain talent as financial rewards is one of the most frequently cited reasons for leaving 
e.g. (Sicherman, 1996) .When all these are provided to the employees, feeling of 
satisfaction and commitment do arises and employee tends to stay for longer period thus 
reducing the feeling of intention to quit. Retail is a large sector but is still an emerging 
market in India where much work has not been done. Thus through this study an effort was 
made to understand the problems employees face in this evolving sector. These findings 
suggest that retail organizations need to understand employees' needs and prospect and to 
intend the motivators which are in equivalence with employees' anticipation. 
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8.2 Limitations and suggestions for the future study 
There is always a scope for future researcher to improve the study, whether it is research 
work, or analysis. The present study has a number of limitations that are needed to be 
addressed in future research, and also have some directions for future researchers. 
For future research, the questionnaire can still be modified and designed in more lucid 
manner focusing on many other issues which are not covered. The future researcher could 
plan well in advance to approach the target group through mail instead of reaching them in 
person. This will not only provide them better information but also save the time. Thus the 
respondents will get enough time to think and provide better feedback in response to the 
questions. It will no doubt be little more time taking but the quality of feed backs will be 
best assured An an instant case there has been the difficulty in reaching out to respondents 
and getting back with the properly filled questionnaire which can be doubtful and can 
cause variation in the results. 
With a view to a large population size of retail employees working in all over India, the 
sample size, which has been taken for the study can be large enough. Since retail is a very 
wide sector the result cannot be generalized on all over India. Thus, future work can be 
done on much large sample size, covering large area where much study can be done in 
retail sector. This work has been an adoption from firth study which has been tested on 
Indian condition. It was done at the time when world was facing recession and 
organizations was going for downsizing. Thus the study may show variants if it is done in 
the present scenario. When this study was carried out, it was the period of market 
disturbance where the employees were losing their job unnecessarily due to the 
economizing of the organization. Due to time constrain, majority of places could not get 
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covered and study was confined only to the cities, state capital, and country capital for 
survey. Since the factors have been taken from the firth model thus study was restrained 
to those six factors. No additional variables could be added. Future researcher can add 
more variables and can carry on research with those factors which are not been covered 
due to limitations. 
The study was carried on the chosen variable to know employee's psychological state and 
feeling of intention to quit. In India not much study has been done on human resource 
phase in retail sector. For future research there is an opportunity to cover those factors 
which highlight employee motivation and satisfaction and how to retain employees for 
longer period. Future study can pay emphasis on employee retention in retail sector. 
Research could examine the employee retention with different facets of the organization. 
The findings of the present study are believed to provide a framework and an insight. It 
may contribute as a direction to the future researchers for understanding the employees' 
behaviours in retail sector and the problems faced by them while working in service 
centre. The study \ill serve as a road map and a basis to future researchers in 
understanding the emplo\ee's attitude and their quality of work and in dealing with 
customer in retail sector. They get a clear perception about the human resource functions 
and its implementations, and also realizes its importance that how much important position 
it hold in almost every sector. Theoretically, the study fills a gap in the literature that is 
exploring human resource factor in retail sector. This can be studied and improvisation can 
be suggested. For devising a more focused research problems it is important to have a 
more detailed study of this sector which can provide the results that may be more directed 
towards an attempt to excellence. 
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Appendix 
Dear Respondents, 
I am conducting this study as a part of my research work leading to Ph.D. The 
information provided will solely be used for academic purposes and shall be kept 
confidential. The identity of the respondents will neither be asked nor disclosed to 
anybody. I solicit your cooperation in getting the questionnaire filled. 
Usma Khan 
Section 1 
General Information 
1. Your gender : F7 Male 	F7 Female 
2. Your age : 	years 
3. Your highest level of completed education 
4. How long have you been working for this organization ? 	Years 
5. How many hours per week do you work for this organization? 	hours 
Section 2 
Please circle the number which best indicates your opinion about each of the 
following statements. 
Strongly agree = 5, Agree — 4, Neither agree nor disagree = 3, Disagree = 2, 
Strongly agree = I 
S. Statement 	 Strongly Disagree NANDA Agree Strongly 
No. Disagree Agree 
I. My job responsibilities are clear 1 2 3 4 5 
to me. 
2.  My 	job 	objectives 	are 	well 1 2 3 4 5 
defined. 
3.  It is clear to me what others 1 2 3 4 5 
expect of me at my job. 
4.  At 	my 	job 	1 	cannot 	satisfy I 2 3 4 5 
everybody at the same time. 
5.  To satisfy some people at my job 1 2 3 4 5 
I have to upset others. 
6.  At my job, I have to do things 1 2 3 4 5 
which should he done differently. 
7.  1 am given enough time to do 1 2 3 4 5 
what is expected of me at my job. 
8.  It seems that I have more work at 1 2 	3 4 5 
my job that I can handle. 
9.  My job requires that I work very 1 2 3 4 5 
hard. 
10.  My job schedule interferes with 1 2 3 4 5 
my family life. 
11.  My job makes me too tired to 1 2 3 4 5 
enjoy my family life. 
12.  My job does not give me enough 1 2 3 4 	5 
time for family activities. 
Section 3 
Not at all = 1, A little = 2, Somewhat = 3, Very much ° 4 
S. Statement Not at all A little Somewhat 	Very 
No. much 
1.  How much does your immediate 1 2 3 4 
supervisor go out of his/her way to 
make your work life easier for you? 
2.  How easy is it for you to talk with 1 2 3 4 
your immediate supervisor about your 
job related problems ? 
3.  How 	much 	can 	you 	immediate 1 2 3 4 
supervisor be relied on when things 
get though at yourjob ? L 
Section 4 
Never = 0, Once a month = 1, A few times a month = 2, Once a week = 3, A few 
times a week = 4, Almost every day = 5 
S. Statement Never Once a A few Once 	A few Almost 
No. month times a a 	times a everyday 
month week 	week 
1.  I feel emotionally drained 0 1 2 3 4 5 
by my job. 
2.  1 feel burned out by my 0 1 2 3 4 5 
job. 
3.  1 feet frustrated at my job. 0 I 2 3 4 5 
4.  1 feel tense at my job. 0 1 
I 
2 3 4 5 
5.  1 lose my appetite because 0 2 3 4 5 
of my job related problems. 
6.  Job related problems keep 0 1 2 3 4 5 
me awake at night. 
7.  Job 	related 	problems 0 I 2 3 4 5 
makes my stomach upset 
7. Job related problems make 0 1 2 3 4 5 
my heart heat faster than 
usual 
Section 5 
Very satisfied = 5, Satisfied = 4, Neither satisfied nor dissatisfied = 3, 
Dissatisfied=2, Very dissatisfied = 1 
S. Statement Very 	Dissatisfied NSND 	Satisfied Very 
No. satisfied satisfied 
1. Job security (stable work) 1 2 3 4 5 
2, Physical conditions 1 2 3 4 5 
(lightening, ventilation, etc.) 
3.  Fringe benefits (company 1 2 3 4 5 
discounts, superannuation, 
etc.) 
4.  Pay your receive for your 1 2 3 4 5 
job. 
5.  The recognition you get 1 	2 3 4 5 
when you do a good job. 
6.  The freedom you have to do 1 2 3 4 5 
the best you can at your job. 
advancement to better 1 2 3 4 5 
ons since you started 
Twork
ing for this store. 
ork you do. 1 J 23 4 5 
Section 6 
Very untrue = 1, Untrue of me = 2, Neither true nor untrue of me = 3, True of me 
= 4, Very true of me = 5 
S. 
No. 
Statement Very 	Untrue 
untrue 	of me 
NINUT True of 
me 
Very true 
of me 
1.  There is no way l can solve 1 	2 3 4 5 
some of the problems at my 
job. 
2. 1 have little control over the 1 	2 3 4 5 
things that happen to me at 
my job. 
3.  I feel 	I 	have 	many 	good I 2 3 4 5 
qualities. 
4.  All in all,ifeelthatIama I 2 3 4 5 
failure. 
5.  On the whole, I am satisfied 1 2 3 4 5 
with myself. 
6.  1 am able to do things as well 1 2 3 4 5 
most people. 
Section 7 
Strongly agree = 5, Agree = 4, Neither agree nor disagree = 3, Disagree = 2, 
Strongly disagree = 1 
S. 	Statement Strongly Disagree NAND Agree 	Strongly 
No. disagree agree 
1.  1 will work harder that 1 1 2 3 4 5 
have to in order to help this 
store to be successful. 
1 2.  I am proud to work for this 2 3 4 5 
store. 
3.  1 	feel 	very 	little 	loyalty 1 2 3 4 5 
towards this store. 
4.  1 talk about this store to my 1 2 3 4 5 
friend as a great store to 
work for. 
5.  1 really care about the fate 1 2 3 4 5 
of this store. 
0 
Section 8 
Very often = 5, Fairly often = 4, Sometimes = 3, Occasionally = 2, Rare or never = 1, 
Very likely = 5, Likely = 4. not sure = 3, Unlikely = 2, Very unlikely = 1 
S. 
No. 
Statement 
1.  How 	often 	do 	you ! 	Very Fairly Sometimes Occasionally Rare or 
think of leaving your 	often often never 
present job ? 
2.  How likely are you to 	Very Likely Not sure Unlikely Very 
look 	for 	a 	new job 	likely unlikely 
within the next year. 
THANKS 
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